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ü Over 35 years in the Insurance Industry
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What will we be talking about?

Why
ωManage Compliance risk

ωMinimise stakeholder 
harm

ωLooking after key assets

What
ωIncreased activity

ωIncreased urgency

ωImpacts on physical 
& mental wellbeing 

How
ωRisk Based approach

ωPersonal Toolkit 

YOU



Re-positioning You



Reports Life

White 
Noise

COVID19People

Positioning yourself 
within your 
organisation 

BAU

Projects

Your chaos

Work output

Mental & Physical 
well-being

Long hours
STRESS STRESS



Positioning yourself 
within your 
organisation 

Pause Priorities

Project work V

People V

Regulators V

BAU U

People Operating rhythm

Active focus Deep dive on material 
Project/BAU & new compliance 
risks, Reg & Code change

Passive focus Reporting for all other 
compliance risks

No focus Email folder ςbe brutal & 
disciplined

Short term ςnew way of working

Risk based 
approach

Keep 
lights on



1. Regulators response
2. Re-assessing current (compliance) activities ςProject & BAU
3. !ǎǎŜǎǎƛƴƎ ΨƴŜǿΩ Ǌƛǎƪǎ ŦǊƻƳ /h±L5мф ǊŜǎǇƻƴǎŜǎ
4. Re-assessing Partners & Service suppliers 



Regulators response to COVID19 ςInsurance perspective

Regulator COVID19 Response & Priority Active focus - my analysis

ASIC Å Risk of significant consumer harm
Å Serious breaches of the law
Å Time critical matters

Å Fair and efficient claims handling
Å Extent of policy coverage in context of COVID19
Å Advice and disclosure (conduct risk)
Å Distribution Partners
Å IDR ςfairness, responsiveness and content
Å Individuals and small business 
Å Breach remediation programs 
Å Travel refunds - cancellations

APRA Å Information security (CPS 234), 6 month deferment on 
case-by-case

Å primary supervision focus will be on monitoring the 
impact of COVID-19 on the financial and operational 
capacity of regulated institutions

Å Cyber security
Å Material business activities previously offshored (COVID19)
Å Capital management
Å Impact of COVID10 on operational capacity
Å Superannuation

OAIC Å changes to working arrangements will impact on the 
handling of personal information - Conduct PIA

Å Collecting COVID19 personal information

Å Work from home impacts upon handling personal  information
Å Collecting COVID19 specific personal information

AFCA Å Fast-track of COVID19 complaints
Å Financial difficulty

Å Travel insurance - cancellation
Å SME business insurance ςbusiness interruption
Å IDR 
Å Financial hardship



Re-assessing your current 
compliance activities (Project 
& BAU) in a COVID19 
environment

1. Regulatory perspective
2. Customer perspective
3. Board & Management 

perspective

Top 5 including 
Reg & Code 

change

Top 5-10 Aligned 
to customer & 
business needs

Compliance risk 
materiality 
assessment

Projects Specific COVID19 Business as usual

NO FOCUS ςon matters falling below the line

Sets the line

Maintain Reg change that has been paused where there are benefits to customer & change effort is simple



A compliance risk 
ŀǎǎŜǎǎƳŜƴǘ ƻŦ ΨƴŜǿΩ 
initiatives responding to 
COVID-19 

Staff 
WFH

Social 
distancing 
ςservice 
suppliers

Resource 
reallocation

Increased 
Customer 
queries 
volumes

Claims 
caseloads

SME 
initiatives 

Reputation
issues

Risk
Based

Approach

People Operating rhythm

Active focus Deep dive on material 
Project/BAU & new 
compliance risks, Reg & Code 
change

Passive focus Reporting for all other 
compliance risks

No focus Email folderςbe brutal & 
disciplined



A compliance risk 
assessment of 
Partners & Service 
suppliers

1. Impacts to their business ςask for their 
BCP/Pandemic response

2. Specific initiatives for COVID19
3. Analyse their portfolio and customer base
4. What are they concerned with?
5. Review the internal compliance plan for the 

business area(s) with accountability for Partners 
and Service Suppliers 

Active focus ςby default
1. Regular contact with 

business owner
2. Mystery shop especially for 

Sales
3. What are the new key 

metrics?
4. Ramp up QA activities



A risk-based approach 
for fast-moving, ever-
changing environment

1. Compliance risk assessment
2. Control testing quick review ςdesk top


