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Good Afternoon Ladies and Gentlemen,

The Role of Lloyd’s Agents

I would like to start by briefly reviewing the role of a Lloyd’s Agent.  I will then mention what we in the Agency department are doing to improve customer services so as to ensure that the Agency network remains the preferred choice for its existing customers and to hopefully persuade some of you to start using the Lloyd’s Agency network more extensively.  Finally, I want to discuss the value of our brand name and logo.  What does the Lloyd’s Agency shield symbolise and how could you either individually or collectively market yourselves globally through joint branding with the Lloyd’s Agency department.

We currently have 382 Lloyd’s Agents and around a further 500 sub-Agents around the world primarily serving the needs of the transport & marine insurance industries.  Because the businesses which have been appointed as Lloyd's agents are often involved in many different activities it is extremely difficult to define a Lloyd's agent.  However, at its core, Lloyd's Agents are businesses which have been appointed by Lloyd's to act as service providers to the Lloyd's and London marine insurance markets. 

Lloyd's Agents are also frequently appointed by other insurers whether Japanese, Korean, American or even the French to conduct survey work and adjust claims on their behalf.  

Lloyd's Agency businesses, vary in size from companies with numerous surveyors, adjustors and other staff in the major ports to family run businesses in the more remote locations, thereby reflecting the amount of Agency work involved.  After all, how often do you have cargo claims arising in the Falkland Islands?  And yet, should the need arise we do have an experienced Agent on the spot in  Port Stanley  to assist you. 

I doubt anyone would disagree that the Lloyd’s Agency network has the best global spread of marine surveyors in the world.  

This brings me on to the traditional role of a Lloyd’s Agent.  A Lloyd’s Agent is first and foremost a finder of fact.   Without facts you cannot begin to assess the value of a claim.  Accurate, fast and above all reliable facts are what every Insurer needs to not only assess a claim after it has occurred, but also to calculate the risk involved before quoting for the business.   

The beauty of the Lloyd’s Agency network is in its independence.  The Lloyd’s Agent is impartial.  He has no financial interest in the outcome and is therefore trusted by both the Assured and the Insurer.

It is precisely this independence, objectivity and impartiality which differentiates the Lloyd’s Agency network.  Each Lloyd’s Agent is to all intents and purposes his own boss, beholden to no one.  

I am often asked what our criteria are when appointing a new Lloyd’s Agent.  My answer is simple – a man or woman of the utmost integrity with excellent analytical skills and extensive local knowledge.   Of course, most Agents also have plenty of other skills including the surveying of goods transported either by ship, air, road or rail.  Many Agents are also capable of conducting general property surveys and other forms of non-marine investigation. 

Of the 382 Agents worldwide around 170 of them are also claims adjusters with authority under some insurance policies to settle claims on behalf of Underwriters.  In fact some foreign Insurers have even gone so far as to authorise some of the Lloyd's claims settling agents to pay claims on their behalf under revolving letters of credit .  

Many Agents also act as recovery agents as well as being skilled in mitigating any loss.  Due to their extensive local contacts, they are able to arrange salvage sales either through private tender or public auction.

As many of you know, the Lloyd’s Agency network was founded in 1811 at which time the Committee of Lloyd’s determined that it was:

“highly important to the interests of underwriters that a regular and universal system of intelligence and superintendence should be established in all principal ports and places, both at home and abroad, and that this object would be best accomplished through the medium of agents to be appointed by the Committee of Lloyds”.

Today, the Lloyd's Agency department is responsible for the administration of the Agency network which is still the major provider of information to the Informa Publishing Group (formerly known as LLP).  Every day Lloyd’s List publishes information on shipping movements, aviation and marine casualties, as well as port related activities supplied by the global network of Lloyd’s Agents.  Lloyd’s Agents are major providers of information and I must admit I am surprised by how seldom the London insurance market asks the Lloyd’s Agents for information.  

If you are approached to insure a port or a terminal, a transport operator or a particular risk, surely it would help in assessing the risk to ask for information from the local Lloyd’s Agent.  If he cannot help you he will say so.  However one phone call may e.g. elicit the response that a particular port has a number of inadequately fendered berths or that the stevedores are about to go on strike.  Would you still want to insure the port’s liability or business interruption risks and if so wouldn't this information affect your proposed quote?

Please remember though, that Lloyd’s Agents do need to earn a living.  They are always willing to help when they can, and in return where an Agent has taken the time and trouble to provide you with useful information, you should offer to pay him for his efforts.  

One of the first thing I noticed when I joined the Agency department was the difference in approach between the P & I Clubs and the Lloyd’s market in dealing with a casualty.  As you know the Clubs have their own correspondent networks and in fact, many of the Lloyd’s agents also act as Club correspondents.  There is no problem with that provided potential conflicts of interest are properly managed.   If anything, the fact that a Lloyd’s Agent may also be a Club correspondent highlights the skills and experience of that particular Agent as well as the trust which is placed in him. 

But I digress, because what I wanted to say is that whenever a casualty occurs, the Club correspondent becomes the focal point of the action.  By this I mean, that he will provide a local base, co-ordinate the investigation and file regular reports so as to keep the Club informed of developments.  With a major incident, lawyers and expert surveyors may be instructed and even flown to the location and the local correspondent will make all of the necessary arrangements.  These will include, booking hotels, helping with visas, arranging port passes, providing office space within in which to work as well as secretarial back up. Local surveyors may need to be appointed to assist with language difficulties and to explain local customs and usages or to make a preliminary assessment pending the arrival of the foreign experts and lawyers.  This is all arranged through the Club’s correspondent.

In my experience when dealing with a major casualty the initial investigation is of paramount importance.  Trying to piece together the facts, weeks, months or even years later is far too late.  Bearing in mind that all too often the cargo may be more valuable than say the ship concerned, why is the Lloyd’s Agent not used in this way?  

By describing how the Club’s use their correspondent network you will have gathered that not all Club correspondents are say hull and machinery experts or expert in fire investigations.   They or the Club will appoint such experts to work in conjunction with the correspondent.   So too, not all Lloyd’s agents are experts in every commodity or type of survey or investigation although they will be aware of and will use local expertise when needed.   

However we do have some Agents who are specialists in a particular field.  For example,         Claus Geilisch, the Lloyd’s Agent in Munich specializes in fine art and Alberto Duran, the Lloyd’s Agent in Vigo is an expert on frozen fish.  Now there is of course no way that you can be expected to know this, but why not ask us.  Better still, we will soon make such information available to you via our website and I will tell you more about this shortly.

We all know the importance of loss prevention and yet Underwriters still seem reluctant to either pay for pre-inspection surveys or to insist that their Assureds obtain them.  Why?  More and more of the work conducted by Lloyd’s Agents involves pre-inspection surveys, or other loss prevention initiatives.  If a particular commodity is regularly shipped from or to a particular region, why not ask the Lloyd’s Agent what measures could be taken to prevent or minimise loss or damage.  And in return for his advice, if there is a role for him to play e.g. checking container seals in transit or pre-inspecting cargoes and their packaging or even in discussing with the local authorities how best to increase security within say a particular container depot then let him do so.    The possibilities are endless.

Now before I move on to tell you about some of our new initiatives, I need to say a few words about the role of Lloyd’s Agents as claims settling agents.  I suspect that many of you are familiar with the claims payable abroad scheme also known as the settlement of claims abroad scheme.   In essence, every Lloyd’s marine certificate of insurance currently contains the following wording in the top right hand corner:

“ Lloyd's Settling Agent nearest destination is authroised to adjust and settle on behalf of the Underwriters, and to purchase on behalf of the Corporation of Lloyd's in accordance with Lloyd's Standing Regulations for the Settlement of Claims Abroad, any claim which may arise on this Certificate.

If Lloyd's Agents are not to deal with claims, it should be clearly marked by an "X" in the adjacent bos and claim papers sent to "   an address which is then inserted on the certificate.

The Certificate goes on to state:

"In the event of loss or damage which may result in a claim under this Insurance, immediate notice should be given to the Lloyd's Agent at the port or place where the loss or damage is discovered in order that he may examine the goods and issue a survey report.  The survey agent will normally be the Agent authorised to adjust and settle claims in accordance with the terms and conditions set forth herein, but where such Agent does not hold the requisite authority, he will be able to supply the name and address of the appropriate Settling Agent."
The SCA scheme uses the services of the Lloyd’s Agent to adjust and settle claims in conjunction with what was the LCO now Xchanging Claims Services.  With the LCO no longer part of Lloyd’s we need to revise the Standing Regulations and this will be done as soon as possible.  However insofar as the day to day operation of the scheme is concerned it will still involve the SCA department of the former LCO albeit now as Xchanging Claims Services. 

Moving on to the work of the Lloyd's Agency department, I plan on focusing the remainder of this speech on those initiatives that may be of interest to you – what I have called customer services.

Customer Services

The most obvious thing we do is produce an Agency Directory listing the contact details of all Lloyd’s Agents including their after hours and mobile telephone numbers.  For those of you who do not have a copy, we have brought some with us.  Feel free to take them.   The simplest way to use the Directory is to refer to the maps at the back.  Lloyd’s Agents are located in the cities highlighted in pink and sub-Agents are highlighted in yellow.

Now the problem with paper based Directories is that they are out of date almost as soon as they have been printed and although we do periodically provide sheets full of amendments, I would encourage you to use the Directory on our website as we update the details on the web as soon as we are informed about any changes to any of the contact details.  You will find the website address inside the paper version or you can click on the Agency and Salvage button on the Lloydsoflondon.com website and you should then be able to find the Directory fairly easily.  Don’t forget to add it to your list of favourites.

You might also be glad to hear that early next year our website address will change to: www.lloydsagency.com.  and we will notify everyone closer to the time.  Incidentally, if you are not currently on our mailing list, and you would like to be then please contact my secretary, Rachel Chandler at ext  5723 who will arrange for you to be included.

I mentioned earlier that some Agents have special skills either in-house or through access to specialist non-staff surveyors.  I also mentioned that we were going to provide you with this information and that it would be web based.   We are about to start testing our new website which will contain a database of skills accessible to all.   This database which should be available to you early next year, will allow you to check whether a particular Lloyd’s Agent has certain skills and if not, to search for an Agent who does.  For example if you are looking for an Agent in Northern Europe experienced in steel surveys you will be spoilt for choice.  Alternatively you could check whether the Agent in say Buenos Aires was competent in surveying collision damage i.e. could do a speed and angle of blow survey. 

In order for the Agency network to compete effectively, each and every Agent needs to work in accordance with clearly defined standards.  In March this year we imposed standard  service level requirements on all Lloyd’s Agents when conducting cargo surveys and when adjusting claims under the settlement of claims abroad scheme.  However that was really just the beginning.  Furthermore, imposing standards is one thing.  Ensuring that they are met is quite another. 

 Although we frequently inspect Agents and their work, we do and have to rely on users of the Agency network to tell us when a particular Agent has failed to meet our standards.  Fortunately, we have an excellent relationship with XCS (the former LCO) and they do provide us with feedback both good and bad on those Agents whom they use.  If you are dissatisfied with the work of an Agent or if an Agent has done an excellent job then please tell us.  The person to contact within the Agency department is the Inspector of Agencies, Captain Andrew Cross.

One of the most exciting projects this year involves new software developed in a pdf format called the documentation set.   Lloyd’s Agents have many standard forms and which they use in their surveying and adjusting activities.  Perhaps the best known of all of these is Schedule “C” entitled "Standard Form of Survey Report (Goods)" for use by Lloyd's Agents and sub-Agents only.  The new software will enable all Lloyd’s Agents to send their survey reports and other Lloyd’s forms including digital photos and/or supporting documentation to the recipient securely by email. The software is easy to install on just about any PC bearing in mind that it has to be used by all Lloyd’s Agents all over the world.

When the Agent has completed his report, the document is electronically sealed with a unique bar code.  If the bar code was to be scanned it would identify the issuing agent, the date and the time of issue.   Should the Agent “unseal” the document after it has been issued and then re-seal the document, a new bar code would automatically attach.  In this way any report you receive can be checked to establish whether it has been tampered with en route.  For you to read one of these reports you need the reader software.  Those underwriters and claims personnel who are major users of the Agency network including of course XCS, will be given the reader software at least initially, under licence, free of charge.  As each licence is user specific should you in  time require more readers you will be able to buy them from us.

The beauty of this software is that it should meet the requirements of the modern underwriter or claims manager who wants speed of response and information, coupled with security in transmission and sometimes even a paper-less environment.   We are about to start testing the software and if all goes well, we should be distributing it to all Lloyd’s Agents at the beginning of next year.  Once the Agents have had time to familiarise themselves with the product we will make a formal announcement and will start distributing the reader software.

I want to just briefly mention one further particularly useful feature.  The software has been designed to enable us to update the forms themselves via the internet in exactly the same way as you currently update your anti-virus software.  In other words any amendments to the standard forms will automatically down-load onto the user’s  PC when he or she opens the software.  

In time we may want to add new forms or upon request by underwriters include their in-house forms possibly even, jointly branded with the Lloyd’s Agency shield.  

Other new developments include the introduction of a number of web-based cargo insurance schemes underwritten by syndicates at Lloyd’s.  Under these special schemes the Lloyd’s Agency network has been appointed to survey any lost or damaged cargo in accordance with  standard service levels.  The Lloyd’s Claims Settling Agents have been given authority to adjust and settle claims up to a prescribed amount, and XCS have been appointed to handle any claims which exceed the Agent’s authority or which are unusual in some way e.g. potentially fraudulent or extremely complex.  Incidentally I should just mention that we have revised the list of claims settling Agents which will of course be reflected in next year’s Agency directory but if you would like the new list in the interim then please contact Capt. Andrew Cross or Bob O’Leary in the Agency department.

Whilst on the subject of web based insurance products, I should tell you that the certificates office (which is part of the Lloyd’s agency department) has throughout this year been involved in a project to provide the Lloyd’s market with access to a web-based facility.   The facility will enable brokers and cover holders e.g. freight-forwarders to issue Lloyd’s cargo certificates in accordance with policies underwritten at Lloyd’s.  This means that brokers will no longer need to order certificates from the certificates office but will instead be able to print the certificates themselves. Of course, if they wish they can still purchase certificates from the Certificates Office. 

Apart from the technical software issues involved (which have given me a few grey hairs) this project has raised all sorts of legal issues but I won’t bore you with the details, other than to reiterate that the Standing Regulations for the Settlement of Claims abroad need to be re-written.  We expect the facility to be fully functional and available to the market in the first quarter of next year.  

Finally while on the subject of customer services, I should mention that this year we arranged 3 two day Agency conferences in Buenos Aires, Bilbao and Marseille.  The Conferences are always warmly welcomed by the Lloyd’s Agents in that region and even further afield.  They provide the Agents with an opportunity to get together at their own expense, to hear about developments at Lloyd's and the global insurance industry and to meet the various speakers.  They also provide our speakers with an excellent opportunity to get to know the Agents better.  To name but a few we have this year had speakers from all over the world including  Tokio Marine and Fire, AXA, Cesam, Mapre, the Verein Hanseatischer Transportversicher, and I am pleased to say Wellington Underwriting Syndicate.  But what about the rest of you?

There really is no more efficient way of getting to know the Agency network better than to attend our regional Conferences.   For the cost of an air ticket and a couple of nights accommodation you will really get to know the people you rely on for information and advice at all times of the day or night and whatever the circumstances.

Next year our Conferences will be in Mauritius on the 23rd and 24th May and in Beijing on the 30th and 31st October.  Why Mauritius?  Because we needed to chose a location attractive to the Agents from the Indian sub-continent as well as Africa and given the island’s other obvious virtues I think we will also see a number of Agents from some of the other regions.  So if you are interested in joining us or would like to know more please give me a call.  

Lloyd’s Agent – the value of the brand name and logo

My first case as a young trainee solicitor in Durban involved a rice claim.  I had to go to this rice packaging plant to interview the Manager on whether or not damaged rice could be re-conditioned.  I must admit I do not remember what the Manager said, but I do remember how impressed I was at meeting the Lloyd’s Agent who arranged the meeting. After all this was "the Lloyds Agent". 

That may have been almost twenty years ago but the value of the Lloyd’s Agency brand name has not diminished.  It seems to me that the further away one goes from London the greater the value placed on the brand name.  That is probably why people working in London may sometimes not fully appreciate the value of the Agency network.  Interestingly, the foreign insurance markets do.  Japanese, Chinese, Korean, American and other insurance companies use the Lloyd’s agents.  They recognise the values inherent in a Lloyd’s Agency appointment.

The Lloyd’s Agency shield is recognised within the global marine surveying community as a mark of quality and service.  So, if you have developed products and services which require the services of a global surveying or adjusting network, rather than establishing a network of your own, why not contact the Agency department. 

I suspect that some of you may wish to develop your own brand names and if so, then consider the possibilities of joint branding with the Agency network.   With the new technology I referred to earlier, next year we will be able to provide all Lloyd’s Agents with any standard survey report forms we wish, or why not customise our standard forms to include your brand name?  All you need to do is ask us.

Insofar as other objectives for next year are concerned, we shall be focussing on training and getting to know you all better.  We already run a distance learning course for Lloyd’s Agency surveyors called Stage 1 of the Certificate of Cargo Surveying Proficiency and next year we shall develop stage 2 possibly in conjunction with a practical training course.  We also want to develop training schemes for Lloyd’s Agents to acquire new possibly non-marine skills and I would welcome your suggestions and help.

The rest of the Agency team and I hope to be able to visit some of you next year in order to hear your views and suggestions on how best to support and develop the Lloyd’s Agency network. Or come and visit us once we've settled into our new offices on the third floor of this building.   We are moving from the 1958 Lloyd’s building into the 1986 building next weekend.

I thank you for listening.  
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