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Crucially, the entire process needs 
to be clearly explained for the future 
unrepresented claimant, of which there will 
be many, with claimant solicitors largely 
priced out of the market. We have not yet 
seen how the changes will be communicated 
to accident victims from May, but we 
can already guess that law firms will be 
expected to signpost claimants to the new 
Portal without recompense. There is still 
no visibility of the promised third sector 
providers and charities able to assist massed 
ranks of unrepresented claimants.

The MoJ has said that it is considering the 
important issue of governance of the new 
OIC Portal. MASS have been pushing for 
the introduction of an independent board 
responsible for oversight and governance of 

The clouds of uncertainty 
are clearing
At least in one aspect of our troubled lives, the clouds of uncertainty are clearing. The 
whiplash reforms will finally be implemented sometime in May. The details – the new 
Pre-Action Protocol and Rules, the new tariff of damages – have yet to be published at 
the time of writing. The argument about whether they should be introduced during a 
pandemic has been rejected. With the worsening backlog of civil justice claims, motor 
accident victims with contested claims will be forced to wait months before the hope 
of any justice. As we have long feared, they are being rushed out with little opportunity 
to comment or amend any of the details if errors or problems are identified. Only 
allowing an extra month gives very little extra time to prepare and will no doubt prove 
insufficient for many to fully prepare, adapt internal systems, and train staff.

the new Portal service. Such a structure has 
worked well for both the current Portal Co 
and MedCo and a lack of any external industry 
oversight or governance would be deeply 
troubling. It would not be good practice, or 
indeed right, to leave control and access to 
future data and information in the new claims 
process in the hands of the MIB alone.

The reforms are important and 
fundamentally change the claims process. 
We should have been given substantially 
more notice of the details ahead of the 
implementation, but 
in the meantime, 
there is still much 
the government can 
do to address some 
continuing concerns. 
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Very rapidly, meetings that used to happen 
in broking lounges and cafes switched to 
every available online channel with the market 
working long hours on email, Zoom, Teams 
and even WhatsApp.

Lloyd’s also moved fast with the introduction 
of a virtual meeting room as part of its 
Blueprint Two reforms, enabling participants 
to share data and agree terms. Transactions 
soared both on PPL (the London Market’s 
electronic placing platform) and Whitespace 
(the digital re/insurance trading platform).

As the insurance industry transitioned to 
digital placements swiftly and smoothly, so 
the shift in working patterns seems to have 
eased previous reticence to tech-led services, 
resulting in interest in insurtech rebounding.

As appetite for technology solutions soared, 
2020 saw insurtech firms around the world 
raise record levels of capital, reflecting 
growing interest by insurance firms in 
automating and enhancing services via the 
use of smart tech and AI. 

Already such investments have seen the 
launch of novel reputational risk covers, for 
example, that provide artificial intelligence-
enabled tools to help policyholders control 
their corporate brand and reputation by 

Covid and AI usher in  
new era
In many ways 2020 was the dawning of a new era for the London market. Covid-19 lockdowns 
were imposed and almost at a stroke the industry moved online. 

harnessing data and market intelligence to 
anticipate and manage emerging threats. 

Against this backdrop, 2021 is likely to see 
ever more ambitious exploration of how the 
insurance industry can offer flexible coverage 
and intuitive service delivery to reflect new 
working practices. 

As the industry moves forward however, the 
way in which data is gathered, stored, and 
used will be key. Brexit and uncertainty over 
GDPR and the legalities of sharing data with 
other EU countries will complicate operating 
procedures, as will planned changes to other 
data privacy laws around the world. 

Increased reliance on outsourced and 
partner suppliers will require tight contracts 
and regular oversight of partner business 
practices and continuity procedures, in order 
to minimise the risk of supply chain contagion 
and reputational damage.

2021 will likely be the year when insurtech 
comes of age, but the insurance industry must 
enter its tech-led future with its eyes open to 
the opportunities and the risks this new era 
creates. 
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