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Learning Objectives
1. Placing trust at the heart of

everything we do
2. Move from strategy to action

3. Standards and professionalism

build public trust
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It’s all about building public trust

Our purpose, vision and how we are going to achieve our goals

Thriie & Purpose
UL L Aalevang We are here to build

Leamning public trust in

insurance.

Public Vision

Working together, as a
united profession, we
will drive confidence in
the power of
professional
standards.
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Learning How are we going to
achieve our goals

To achieve this, the ClI
will provide insightful
leadership, relevant
learning and an
engaged membership.
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It’s a great big world
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Relevant Learning
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Engaged Membership
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Insightful Leadership
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Strategy to Action
1) 2) 2 4]
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Measuring the delivery of our strategy

We have put in place 10 measures of success, which will be
updated on an annual basis, so that we can monitor our
effectiveness in delivering against our strategic manifesto targets.




Learning Objectives
1. Placing trust at the heart of

everything we do
2. Move from strategy to action

3. Standards and professionalism

build public trust
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Overview & learning objectives

Understanding Food Poisoning generally
The sudden rise in claims

Civil Liability - Understanding the litigation process

Fraud and Fundamental dishonesty
Valuing genuine Claims
Strategy and Tactics for dealing with claims

Summary and Conclusions
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DEFINING FOOD POISONING

Types of Food Poisoning
Microbiological Evidence
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Common types of food poisoning

Foods typically associated with disease:

Raw meat
In 2016/2017 45% of
Raw Chicken = AN reported pathogenic
Eggs micro-organism incidents
related to Salmonella
Shellfish
Fruit and
vegetables
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Common types of food poisoning

Common pathogens and viruses:

Food type

Symptoms

Average incubation period

Salmonella

Raw meats, poultry,
eggs, raw unwashed
vegetables, dairy
products

Severe vomiting,
abdominal pain, mild
gastroenteritis of 1 -
2 days

Symptoms typically take 12 - 48 hours to
develop.

Severe E-Coli 0157.

Contaminated food,
drinking water, salads

Main  symptom is
diarrhoea, abdominal
cramps

Symptoms take 2 days to develop but can
take up to 5 days. In most serious cases
can cause complications including
Hemolytic Uremic Syndrome.

Campylobacter Raw poultry, meat, | Fever, headache, | Symptoms take 2 - 5 days but can be as
unpasteurised meat | feeling of  being | long as 10 days.
and untreated water. | unwell followed by

abdominal pain and
diarrhoea.

Cryptosporidium Most common | Diarrhoea, stomach | Symptoms begin 2 - 10 days after
waterborne disease, | cramps and a slight | infection and can last up to 2 weeks.
found in water, soil | fever.
and contaminated
surfaces.

Norovirus Most common [Diarrhoea and vomiting | Symptoms within 1 or 2 days
foodborne viral

infection. Associated
with fresh produce
and shellfish.
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Experts in Food Poisoning Claims

Microbiological evidence

Epidemiologists:
O Study the spread of disease
O Can identify incubation period and nature of symptoms

Gastroenterologists:
O Study the digestive system
O Can identify causation & severity of illness

Food microbiologists:
O Study micro organisms
QO Identification of illness inducing bacteria

. Kennedys



THE SUDDEN RISE IN CLAIMS

Causes
The rise in travel sickness claims
Social media

Kennedys




Understanding drivers of Claimant Firms

Reasons for increase in litigation

O Fixed Costs in RTA/EL/PL Claims up to £25,000.00
O The Portal

O Costs on the standard basis in foreign travel sickness claims
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The rise in Travel Sickness Claims

Causes

O Tour operators that sell holidays abroad are not currently covered
by a system of ‘fixed recoverable costs’

O This means legal costs are not capped on claims for foreign
holidays.

O The cost of challenging these holiday sickness claims in the courts
is very high, despite the relatively modest sums involved.

O The claims are usually worth about £2,000 and until the Court
finding in Wood v TUI they would have been hard to defend.

. Kennedys



The rise in Travel Sickness Claims
ABTA Statistics

O More than a 500% increase in the number of compensation claims for food
poisoning since 2013

O BUT since 2013 the number of sickness cases reported in resorts have
remained stable.

O Problem only associated with UK holidaymakers &
DABTA

Travel with confidence
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ABTA has said the industry has seen an average increase in
claims of 700% in the last two years.
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The rise in food poisoning claims R TELLgr i Bl oK

Result

This has resulted in a raised awareness of claims for food

poisoning generally...

Sainsbury’s recalls sandwich fillers as
food poisoning bug Listeria is found

[l
Tesco recalls chicken salad over fears it
might cause food poisoning

Cectaln chicken salads with a use-by date of between 12 and 13 July should not be eaten and
returned to the store where they were bought

00@ 12 " o

| e

Hull mum claims recalled Tesco salad gave her food
poisoning

o -

: 1in 10 M&S chickens have food poisoning bacteria as
75% of fresh chickens sold in watchdogs find high level of bug during supermarket
supermarkets carry deadly food tests

poisoning bug: Study reveals
Morrisons and ASDA shamed as the
worst offenders while Waitrose and e e

the Co-op show improvements Chicken from Lidl more likely to contain food
- b TR resh v ahitherm e somsamnsred wib et | DOiSONING bug than those bought in M&S

= Therwvelstions armarged irem & Food S1anderd Agency’s mport

= Rlousd 1inT b T

o aim high ard risky beval
= Bug causss zome T80, 000 casas of fzad peacning in the UK svary poer
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Social Media

Typical Search results

Slek Holiday Compensation - Cinly Takes 30 Seconds ta Clalm

[F] weasw siokhofday comiEick-Holiday =

With &.55% Suciess Rali & Average Payoul of £E2200 - We Can Help Yeul

10 Yaars EXpanancl - oo Payut £2.200 - Mo Win Mo Fesl * Traiad Compstert S2atl - Mo Hasslal
Typas: Crute J1p rssa, Ear dactions, Frooad jssoning, me.mamfshﬂng Arcidants, Sng.,

Claims Guide Haliday Food Poiso ‘1:.;5": Endise Ship llines
paiganing, Marovirus, Pa
Experts in food posaning o Acridents, Snoabaarding
Ship Acoidents, Acoidan

Falow these steps for tha best
chanoa of making a suscessid clsm

Accident / liness Abroad Skiing Accidents

Had an acodent or finess abeoad? Sking: Snowsoardng & Sk
you may beerglied \o compansalian focidont Chims

Wi ana the leading indopa

Haliday Sickness Solicitors - 100% No Win No Fee

(&) warw hudgellsdicitors. ookl = D805 ETE 3625

Your Specinist in Cormpansabon Chims!

Cilim Cinlne Today - Espenerced Lewyers @+ Natonal Cowfrage

Clhaim for Heliday |linsss - Road Accdents Abrosd © Accident sl Werk Clama o+ Alplane Acoderes.

Haliday Compansation Claime - Haliday Accident Specialists
[ warwtinsdriemitzhell comiClaimsLamyars »

The Exgers In &b Types Of Cverzean Avadent & lioess Clams. Calb s Today
Hhices Across UK« Meckcal Soonort Bcoess + Foreign Lasl Expesrds « Mo W o Fee

Holiday lliness Claims | Holiday Sickness | Holiday Hiness ...

hiltpra awnd-azkholiden. comy »

Have you suffers:d Trom holiday sickness? Do you wonl b make holiday ilness clams? Maybe you've
Fesent i o dbe radia ? Siar yoor Jood poisoring clam

The Process - Egyol - Mewioo - Coniact Us

Hofiday Sickness Compensation - A Guide To Claiming

ww besioning oo ukhokday-clalms/guideshcliday-siokness =

Hplieay named by sickness T Qur gude vl 1ol you how misch you may be able o clam
compersation or call lof o fres claim consoBabor oday,

ias Bk an Holday, Can | Hiow Much Can | Caim Fat . He Win Mo Faee

Food poiscning compensation claims | Natonal Accident Halpling

hitl it nationad- sccidart-helplice. co.uk! . clams.posaningfood-peisoning-co... =
ek d Fating 80010 2 6307 e

Syrnprtams ol fasd paiscning can e wny unplaasant, and may nsude. Voming Do, Fevar
Defpovation Eamac cramps. Smaeh upeets

Food Paisoning Claims Salicitors | Slater and Gordon Lawyers
ttlpesliwwearslatergordon.co ake ) | Poisaning Claims Sobditons =

e L & Food Pamoming Claimd, The Cangamal Protecicon dcl 15T mebeg it aasian 10 elalm
campananion kor leod peisaning wiech apganed i T LK, Tha A aays Tl The Faesd mishan st
il @ produs) which s fres nm haemfi| backedin whish codld causa food: pajscning,

Food Paisoning Claims | Irsan Mitchell Solicitors
milps-lwwatiranmitchel L comipersenalipersenal . clamstood - possaningclaims =

i e Habhg A0 Y JED rpyasss

20 2ap 2017 - Wi can ako beip with comple; wwge-scale group achion focd polsoning claims « owen
for ol ieerls who fell (E abroad. Compensalion doesn] fust

How Much Compensation For Food Poisoning | Jefferies Solicitors

it st jeBierban- solicilors com o Resaurces | Legal Aduice Glddes «

Suffered liness or dobiitation due 1o food posaning oo may have a case for a food polsoning claim?
Firtd! Fcre much - cosmpansat e o ey be enditied o

Haoliday Sickmess Compensation - A& Guide Te Clalming

e, Dot ey, Co iRl gy -Claka g uics sihdlRlay-alchnass =

Have yousulfered kom food poisoning of Sckress whiks abroad ¥ Spoak o our friendy Holday
sicknoss clasms: legal abdvisars today-or read our guide hekoe .

Wias Sick on Hobdiay Gan | ... How Mochi San | Clakm For... Mo Win Mo Foo

Dol have a ro win no fee food poisoning claim? | Quitlance Personal .,
Ifipsdiwwasduittanca coolKiparasnal-njury-comgensalonigod-posoning-caims =

*akwwd Haobngp 44 - L6 reviews

Firg o instantty if you have a food polsoning clasm. Check how much compensation you wil get Get
FREE atvice from an injury soliciiar. o

Food Poisoning Claim How Much? Bacterial Injury Compensation ...

wera, aGod eni-caim-srpert couk « Compensaion Amaunls =

Food polsaning claim: spodalist uk imjury lawyer sets oul the amouni of compensation for mjury o your
digestve system from bacinna oo focd « indudes. .
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CIVIL LIABILITY - 1

The Legal Perspective

Civil Liability and General Investigations
Food Poisoning Claims in the UK
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Civil Liability
Common Law - Negligence

O Manufacturers, suppliers and retailers owe a duty of care to those
individuals who might foreseeably be affected by injury or damage
through their failure to exercise reasonable care to those
individuals.

Principles:

Donoghue v Stevenson
o Duty of care - To exercise reasonable care
o Breach - Failing to exercise reasonable care when preparing food

o Causation - Breach must have caused or materially contributed to a
reasonably foreseeable injury

' Kennedys



Civil Liability

Consumer Protection Act 1987

Q

Imposes strict liability on producers, manufacturers, own
branders, importers into the UK and retailers of defective
products for personal injury to consumers.

Food and drink is a product under the CPA.

Consumers only need to prove that the item consumed was a
‘product’ and it was ‘defective’. This means not as safe as
people are generally entitled to expect.

Do not need to be purchasers

Defects include food that is undercooked or contaminated by
a foreign body.

Defences

There are some defences -
commonly used defences include:

* Item was not supplied by the
Defendant

» Defect did not exist in the
product at the relevant time for
example - contaminated after

supply

Kennedys



Civil liability
Implied Terms - Contract Claims

O Claimant can rely on implied terms in consumer legislation

> Sale of Goods Act 1979 and/or Supply of Goods and Services Act 1982 -
Food will be of a satisfactory quality

» Consumer Rights Act 2015 implies similar terms into contracts made
since 15t October 2015

Is there an automatic breach if infected food is supplied?
Can infected food be of a satisfactory quality?

What about the defence of exercising reasonable care and skill to see
that the food is of satisfactory quality?

There is no implied term that the food will be safe for human consumption.

Kennedys



Civil Liability

English Court Proceedings
U Date of Accident;
O 3 years to bring a claim;
O Pre-Action Protocol
O Letter of Claim

O 6 Months to investigate and obtain documents if holiday claim
made abroad, otherwise portal timing applies

0 Admit/deny claim

- Kennedys



Civil Liability

The Court Case

Pre Action Proctol
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Medical Evidence

Withess Statements

Trial Date
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CIVIL LIABILITY - 2

Investigations

Causation
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Civil liability

General Investigations

O Proof of purchase; O Test results relating to food

O Documents to show how many other people samples;
would have consumed the offending O Test results relating to stool samples;
ingredients;

O Claimant’s GP and hospital records;
O Other food complaints within the year

before; O Documents in support of Schedule of

Special Damages;

- Dish preparation guidelines and practice; O A comprehensive description of all food

Q Cleaning rotas/schedules; and drink consumed by the Claimant from

O Local authority inspection reports; seven days before the date of the incident
O Temperature control charts for until onset of symptoms.
refrigerators, freezers, chillers and cooking A).
temperatures; \\( %/
0 HACCP System in place; » }
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Civil Liability
General Investigations Continued

Lay evidence

Evidence from food handlers, trainers and line managers who
deal with training, supervision and compliance with hygiene
requirements.

O Statements should not only deal with the systems in place
generally and kinds of sickness etc. but should specifically
rebut any allegations made by the Claimant in their letter of
claim, letters of complain and Particulars of Claim.

Kennedys



Causation issues

The main issues in legitimate claims

Generally the issues are:

O Was the infection in question contracted from the meal
complained of?

O Has any medication or pre-existing condition contributed to
the Claimant’s symptoms?

Q Is it just coincidence?

Kennedys



Causation issues e ol

Challenging the Claimant’s case Continued o,

Claimants and their experts tend to ignore other plausible .
explanations for illness such as:

Over-exposure to sun
»  Excess consumption of food and drink
- Change in diet on holiday

+  Bugs picked up in the sea

+ Sickness caused by travelling generally a

Kennedys



Causation issues

Challenging the Claimant’s case

Claimant must show the causal link between the food supplied
by the Defendant and any illness allegedly suffered.

Defendant may seek permission in FT cases to obtain their own
medical evidence which can be used to:

Attack incubation period and likelihood of illness
coming from alleged meal/food

Consider other possible causes of the Claimant’s illness

Kennedys



CIVIL LIABILITY - 3

Travel sickness claims

Fraud and Fundamental Dishonesty

Kennedys




Civil Liability

The Package Tour Etc. Regulations 1992

Q Do not bring strict liability for
accidents/illnesses etc. with them;

O Confer liability on the contractual party or tour
operator for the defaults of overseas suppliers
and agents

O Obligation of proving a breach of the holiday
terms or package remains

Kennedys



Foreign Claims

Case Law

Wood v TUI

O Claimants became ill with gastroenteritis as a result of eating
contaminated food at a meal provided by an all-inclusive hotel.

O The trial judge found that, whilst the food consumed by the
claimants at the hotel had caused illness, it had been contaminated
without fault on the part of the hotel.

O Accordingly, the claims brought by the claimants under the Package
Travel Regulations and in common law negligence failed.

O However, judge found in favour of the claimants on the basis that
the food supplied by the hotel was not of satisfactory quality for
the purposes of section 4(2) SOGA.

Kennedys




Foreign Claims

Case Law

Wood v TUI

“Whether goods are of a satisfactory quality is a question
of fact, but where food is contaminated with bacteria
that causes severe illness it is difficult to imagine that it
could be described as of satisfactory quality”

Kennedys



Foreign Claims

Summary

Q

It is not necessary for a claimant to establish fault on the part of the hotel
or to rely on the Package Travel Regulations in order to succeed in a food
poisoning claim against a tour operator.

Provided the claimant can show that he became ill as a result of eating
contaminated food provided as part of the holiday contract the claim will
succeed

It is no defence for the tour operator to adduce evidence that this
happened despite the hotel taken all reasonable care to avoid any outbreak
of food poisoning at the hotel.

Burden on Claimant to prove the food caused the illness; the fact of the
illness alone is not enough.

Kennedys



Foreign Claims

Case Law Continued
Wood v TUI - Causation

Paragraphs 29 & 34

“It will always be difficult
(indeed, very difficult) to
prove that an illness is a
consequence of food or drink
which was not of a satisfactory
quality, unless there is cogent

“It would not be enough to invite a court to draw an inference
from the fact that someone was sick. Contamination must be
proved; and it might be difficult to prove that food (or drink)
was not of satisfactory quality in this sense in the absence of
evidence of others who had consumed the food being similarly
afflicted. Additionally, other potential causes of the illness would

evidence that others have
been similarly affected and
alternative explanations would
have to be excluded.”

have to be considered such as a vomiting virus”.

Kennedys




Foreign Claims

Norovirus outbreak on cruise ship

O Nolan v TUI
Systems on board had been fully implemented
Defendant had substantial documentation

Found in favour of the Defendant - well-controlled outbreak ,
cruise line applied and implemented systems

Claim failed
Compare to:

O Swift v FCOL
Control plan was consistent with industry standards
But, plan had not been correctly implemented
This caused the Claimants to suffer norovirus
Claim succeeded

Kennedys




Fundamental Dishonesty

In the news

(COUPLE FACE £3,700 LEGAL BILL AFTERi

FAILED COMPENSATION CLAIM FOR | o
HOLIDAY smmss'd

Judge desonbed Gaim for £30,000 made three years after holiday as ‘wholly
implausible’

Holidaymaker hit with £25k bill after
falsely claiming she had suffered food
poisoning at five-star hotel

» Owver the past year tens of thousands of families have submitted sickness claims
+ They are encouraged by firms offering no win no fee and promising big payouts

+ Some hoteliers in Spain and Portugal have even threatened to ban British visitors
* But now, those caught lying face huge legal bills — and even prison sentences

THROWN OUT Brit who claims she
was struck down by food poisoning
during all-inclusive holiday has
compensation bid thrown out by judge
after boasting on Facebook about
luxury yacht trips and pool parties

Marissa McLean was ordered to pay £2,812 after a judge
branded her compo claim 'dishonest’
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Fundamental Dishonesty

In the news continued

Spain | FaseTv

Brits' bogus food poisoning claims leave
hoteliers crying: ‘iBasta!’

Thomas Cook wins fake holiday sickness
case

1oty 20 B nesy f o E ‘: S

Travel company Thomas Cook says it has won a legal victory against a fake
holiday sickness claim and plans to challenge other such cfalms in court.

It comes afer & lamily 1red 10 'win up to £10,000 in damages for food poEanNng on
a trip %o the Canary Islands

Ajudpe at Lverpeal Caunty Court desmissed the case on Monday alter conduding
ey warg not sick
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Fundamental Dishonesty

Prosecutions

Q 13/10/2017 - Private prosecution by Thomson
against Mr and Mrs Briton

O Mr & Mrs Briton tried to claim £20,000 by
claiming that they and their two children had

fallen ill on holidays in Mallorca in 2015 and
2016

O Social medial showed the couple having a good

holiday - no mention of any illness

O Mrs Briton admitted 4 counts of fraud -9 months

in prison. Mr Briton jailed for 15 months

Wife bursts into tears as she and her
husband are jailed after their £20,000
food poisoning claims from a Thomas
Cook trip to Majorca are exposed as
FAKE - as UK holiday sickness bug
claims rise by 500%

Kennedys



Press release BRITS RISK HIGHER
Crackdown on fake holiday sickness HOLIDAY PRICES
claims #stopsicknessscams

From: Ministry of Justice

Part of: Claims Management Regulator press releases and news stories

Published: 9 July 2017

Ministers step in to tackle sickness claims culture which is damaging
Britain's reputation overseas and could drive up holiday costs.

abta.com/stopsicknessscams %EABTA
Travel with condidence

Plans to clamp down on bogus holiday sickness claims have been announced

by ministers today.

The move follows concerns from the travel industry that more and more
suspected false insurance claims for gastric illnesses like food poisoning are
being brought by British holidaymakers, partly fuelled by touts operating in
European resorts.

Advice from the travelindustry shows the upsurge of claims in this country -
reported by the industry to be as high as 500% since 2013 - is not seenin
other European countries, raising suspicions over the scale of bogus claims
and damaging our reputation overseas.

Kennedys



Fundamental Dishonesty
Strategy

O Concerns about fundamental dishonesty? If there is an
exaggeration or fraudulent elements in a claim otherwise
considered to be genuine additional remedies are available
to strike out a claim.

Refer to panel lawyers
Section 57 Criminal Justice and Courts Act 2015

Part 44.16 CPR Claimant loses protection of QOCS

Kennedys



VALUING GENUINE CLAIMS
JC Guidelines

Special Damages

Kennedys




Paying Genuine Claims - How much?

General principle applies - The Claimant is entitled to recover
damages to put them into the position they would have been
had the contract been performed properly.

O General damages including loss of enjoyment
O Diminution of value/loss of holiday bargain

O Special damages e.g. care and medical expenses

Kennedys



JC Guidelines

Injuries to the digestive system - Chapter 6 (g) (b)

(i) Severe toxicosis causing serious acute pain, vomiting, £32 120.00 - £43,890.00
diarrhoea and fever, requiring hospital admission for some

days or weeks and some continuing incontinence,

haemorrhoids and irritable bowel syndrome, having a

significant impact on ability to work and enjoyment life.

(i) Severe but short lived food poisoning, diarrhoea and £7,880.00 - £16,050.00
vomiting diminishing over two to four weeks with some

remaining discomfort and disturbance of bowel function

and impact on sec life and enjoyment of food over a few

years.

(i) Food poisoning causing significant discomfort, stomach £3,300.00 - £7,980.00
cramps, alteration of bowel function and fatigue. Hospital

admission form some days with symptoms lasting for a few

weeks but complete recovery within a year or two

Most claims will fall

(iv) Varying degrees of disabling pain, cramps and diarrhoea £770.00 - £3,300.00 W'Ith'ln ('lV)
continuing form some days or weeks.

Kennedys




Valuing Claims

Usual heads of Special Damage

O Discounted care - Discount of 25% to 33% from professional
rates for unpaid care from friends/family

0 Giambrone v Sunworld Holidays [2004] Court of Appeal

Awards for care can apply to low value cases - not just
the very serious

Only if beyond the ordinary call of duty/regime of
family life

Court suggested award for care above £50.00 a week
should only apply in the most serious cases.

Kennedys



Valuing Claims

Typical heads of loss in Travel sickness Claims

O Loss of enjoyment
Common feature of food poisoning claims

Particularly if it was a holiday of a lifetime, wedding
or honeymoon

Award for disappointment, distress, anxiety or
vexation

Can be awarded at level equal to or in excess of costs of
holiday:
Jarvis v Swan Tours [1973] - Awarded twice the value
of holiday
David v Thomsons Holidays [1999] Suggested 30% of

holiday cost enough where breaches of contract
modest
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Valuing Claims Continued Distress caused by ruined cruise trip

Typical heads of loss in Travel sickness Claims "Joes not equate with bereavement'

21 Agril 2010

O Diminution in value or loss of holiday bargain °®0

» Contractual claim but Court often takes a broad brush approach

> Mathematical calculation - linked to the cost of the package otk bl e gl Wk nblan o Ui

. . ) . in othee Bl such 8 porsanal injuey, the Conrt of Agpoal ks unssimaisly ruled
> Not an automatic element of food poisoning claims
I 2 nufing which could have an impact on holiday chims brought m the wake of the

voleanic ash cloud fasda, Lard |ustice Ward sid that distres in holidiy cises "'dop
el gl With b avament

d Milner & Milner v Carnival plc [2010]

The run of the mill award even for honeymoon cases or other
special occasion cases.. May seldom reach £2,000.00
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Case Studies...
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STRATEGY AND TACTICS

Defending Food Poisoning claims

Costs outweigh the damages - tactics

Kennedys




Defensibility - Tips & Tactics

Investigations

In general:

O No attendance on GP
O HACCP documents

O Incubation

O Social media

Specific to travel sickness claims:
O Failure to report in resort

O Excursions

O Social media

Kennedys




Defensibility - Tips & Tactics

Valuing and settling genuine claims:

v

AN NN

Investigate the claim and obtain all relevant disclosure and
lay evidence

Look for inconsistences to attach the Claimant’s story
If short lived attracting damages of <£1,000.00 - SCT
Question Claimant’s medical evidence or instruct own expert

Consider the possible indemnities and contributions from
other businesses involved in the production and preparation
of food.

Are there any flood gate implications that need to be
considered?

= Repudiate or settle the claim

Kennedys



SUMMARY AND CONCLUSIONS
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Summary

O There has been a huge increase in food poisoning claims,
particularly against travel operators.

L Food poisoning claims can still be denied on grounds of causation
O “Satisfactory quality” is a question of fact

O Good factual & expert evidence will be required z

O Where a claim looks tainted by fraud: 3

Detect

Validate genuine claims
Investigate

Challenge

Deter future fraud

Kennedys
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@ @KennedysLaw
@ linkedin.com/company/Kennedys

@ facebook.com/KennedysTrainees
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Understanding the impacts of

Catastrophes and Black Swan Events

Mark Dunham
Chartered Insurer
Reinsurance and Exposure Manager
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Worst winds
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Learning Objectives

An understanding of why insurers need to consider
catastrophe risks in a Solvency Il environment

An awareness of how individual customer exposures can
impact pricing and risk acceptance

An awareness of how recent events compare with the
potential scale of a true catastrophe event

An appreciation for the types of events that can drive
unexpected catastrophic loss and how these can impact
multiple lines of business.
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Why insurers need to consider
catastrophe risks
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Solvency Il Requirements

Solvency Il rules define how much capital is required by an

insurer and this is measured

Includes stress tests for major catastrophe events including :
 Weather
* Man Made Events

Applies to all lines of business

Calibrated to a 1 in 200 year level

Results used to determine how much capital is required
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How customer exposures impact pricing

and risk acceptance

Underwriting
Risk Assessment

Capacity
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Recent UK Catastrophe Events

2000 /2007 /2015




1in 200 year Windstorm

Using RMS Models we can estimate
the potential losses from an
extreme storm

This extra-tropical cyclone takes a
similar track to Storm Capella in
1976 but with higher wind speeds

Damaging gusts are felt over all of
England and Wales, and parts of
Scotland

UK Estimated Industry loss £12.5bn

Total European loss £22bn




UK Flood Event

A widespread fluvial and pluvial
flood event impacting Sargyll, Trent,
Anglia, Thames and south UK coastal
catchments.

Event is modeled to occur in
October-November and lasting more
than 3 weeks.

This event has been selected
because it is a extreme UK event
impacting also London.

About 30% of the greater London
postcodes experience some form of
flooding.

UK Estimated Industry loss £13.5bn
Probability of loss 1 in 500 years

High loss

OEEm

Low loss
o,



Thames Barrier Breach Event

o Loss
North Sea storm event

L
Losses extend across east coast of UK i%

Very high water levels experienced round
mouth of the Thames at Southend and
Coryton

Thames Barrier breaches triggering
flooding in east and central London

Losses in Greater London c. £4bn

g
UK loss c. £30bn ﬁ P e
Probability of loss 1 in 3000 years e

-
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Man Made Cat

Solvency Il defined scenario vs Internal View of Risk
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What else should we be thinking about ?
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Possible impacts of a Solar Superstorm

* Property : Physical damage direct/ indirect

* Business Interruption : Following property damage

e Liability : Injury or Damage from machinery failure

* Contingent Business Interruption : Failure of electricity supply
 Computer Covers : Loss of data , damage to equipment

* Marine : Impact on Cargo and Hull due to loss of GPS

* Travel : Delay/Cancellation of travel

* Frozen Food : Due to loss of power

* Mobile Phone : corruption / damage of handset

* Motor : due to data loss/ system failures

* Home Emergency : repairs to damaged equipment

e Performance Bonds : company failure resulting from economic stress
e PI/D & O : Stock market turmoil
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Black Swans

An event or that deviates beyond
what is normally expected and is
extremely difficult to predict

“
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Or to quote Donald Rumsteld US
Secretary of Defence....

There are known knowns; there are things we know we know.

We also know there are known unknowns; that is to say we know
there are some things we do not know.

But there are also unknown unknowns — the ones we don't know we
don't know.

And if one looks throughout the history of our country and other free
countries, it is the latter category that tend to be the difficult ones

AVIVA
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Learning Objectives

An understanding of why insurers need to consider
catastrophe risks in a Solvency Il environment

An awareness of how individual customer exposures can
impact pricing and risk acceptance

An awareness of how recent events compare with the
potential scale of a true catastrophe event

An appreciation for the types of events that can drive
unexpected catastrophic loss and how these can impact
multiple lines of business.
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Thank You

AVIVA
e thieking



E—

Any Questions ?
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Welcome

Concise Time Management
Chartered Insurance Institute
CPD Education Programme




Aims and objectives

Aim:
* The aim of this session is for you to increase control
over your work schedule by 20%

Objectives:

* resist the Parkinson principle

e understand the influence of your preferences

* know how to prioritise for the long- and short-term
e put things on instead of putting things off




Do ice breakers save time?




Do ice breakers save time?




Do ice breakers save time?
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There’s no such thing!

Managing time is impossible

controlling your day is very possible
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Concise time management is ...

maximising the
overall benefit of
a set of activities
within the
boundary of
limited time




The Parkinson Principle

...an elderly person of leisure can spend
the entire day writing and despatching a
postcard. An hour will be spent finding
the postcard, another hunting for
spectacles, half-an-hour searching for
the address, an hour and a quarter in
composition, and twenty minutes
deciding whether to take an umbrella
when going to the pillar-box.

The total effort would occupy a busy 1
person for just three minutes. g




The influence of your preferences

Cautious

Competitive

Precise | Demanding
Deliberate | Determined
Questioning | Strong-willed
Formal | Purposeful
Caring | Sociable
Encouraging | Dynamic
Sharing | Demonstrative
Patient | Enthusiastic
Relaxed | Persuasive




IT preference

A desire for perfection and correctness may bog you down in
unnecessary detail, thus losing sight of the bigger picture

 Remember the desire for perfection can delay action
* Occasionally show enthusiasm for a tight deadline

* Practise using spontaneity and imagination
* Try working on several projects at once

* Realise others may see you as critical

* Involve the team in ideas

* Leave time for ‘fun’

* Enjoy the journey

e Justdo it now!




IF preference

A desire to please others and your concerns for social issues
may distract you from your tasks, and cause time to be wasted

Accept tighter time scales which might feel uncomfortable
Leave your worries behind, tomorrow is another day

Try not to keep feelings bottled up
Be more decisive on tough issues
Generate and share new ideas
Welcome change more readily
Throw caution to the wind
Volunteer for something

Add a sense of urgency

Be adventurous




EF preference

A desire to actively enjoy the moment may mean finer details
are put to one side, which may eventually result in wasted time

Apply ‘tried and tested’ solutions, not just novel ones
Realise that some detail matters and is important
Remember discipline helps achieve results
Resist involving everyone in everything
Respect others’ need to concentrate
Review all the rational alternatives

Finish one thing before moving on
Concentrate on the job in hand

Do first things first

Do the paperwork




ET preference

Desiring control may distract you and neglecting people issues
may create aggressive or passive resistance, wasting more time

 Remember others’ views may be as valid as yours
* Listen more carefully and consider before acting
* Go back and review your plans from last month
* Get buy-in from others before moving forward

* Allow more time than you think you need

* Remember not all details are irrelevant

* Lighten up sometimes

* Look before you leap

* Respect others’ time

* Balance work and life




Prioritising the short-term




Prioritising the medium- and long-term

* |dentify long-term goals using recognised techniques
* |dentify medium-term goals by breaking up the long
* Borrow from project management tools

* Use visual management systems

* Forward diary management

ey s A



The Covey Grid

Urgent Not Urgent

Preparations
Presentations
Values clarification
Planning
Relationship building
True recreation
Empowerment

Crises

Pressing problems
Deadline driven projects,
meetings, preparations

& & & & & = » N

Important

Trivia, busywork
Junk mail

Some phone calls
Time wasters
"Escape” activities

Interruptions, some phone calls
Some mail, some reports, some
meetings

Many proximate pressing
matters

Many popular activities

1l \

Not Important




Prime Time
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Putting things on
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Putting things on
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Putting things on




Saying no!

‘Thanks for asking me and...

Absolute .1 have to say no on this occasion’
...here’s what | can do’

Tempora ry ...l can pick this up next Tuesday if that works?’




Attitude

* Be a practitioner, not a theorist
e Put avalue on your time
* Look for a return on time invested




Aims and objectives

Aim:
* The aim of this session is for you to increase control
over your work schedule by 20%

Objectives:

* resist the Parkinson principle

e understand the influence of your preferences

* know how to prioritise for the long- and short-term
e put things on instead of putting things off
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Aluminium

Composite
Claddings

Martin Loose ACII
Chartered Insurer
Regional Business Resilience Manager

AXA Insurance (South East Region)




Learning Objectives

By the end of this session delegates will be able to:

* Describe what Aluminium Composite Materials
(ACM) are and how they differ from ‘traditional’
composite panels.

« Explain the Government Screening Tests that are
being carried out following the Grenfell Tower fire.

« Explain why ‘Stay Put’ Policies are used and why
they are an important option for those designing
fire safety strategies.

« Summarise key considerations for owners of non-
compliant ACM clad properties.
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‘Traditional’ Composite Panels




What are ‘traditional’ composite panels

« Comprise outer and
Inner metal facings.

* |nsulation sandwiched
petween which may
De:!

— Polyurethane

— Polyisocyanurate

— Expanded or extruded
polystyrene

— Mineral wool




What are ‘traditional’ composite panels

« Wall & roof claddings.

— Found in a wide
variety of industrial,
retail & leisure
buildings.

— Occasionally found in
office blocks.

— Infrequently used in
residential properties.
* Also used for internal
sub-divisions
— Notably in food
factories.







Insurer Standards — Composite Panels

 LPS 1181 - this test
shows that panels will
not make a significant
contribution to fire
growth.

 LPS 1208 - this is a fire
resistance test. The
basic objective being to
maintain the structural
integrity of the building
and to prevent the
spread of fire into other
compartments.




Insulation Type Insurers view

Extruded or Expanded Highly combustible
polystyrene (XPS/EPS)

Polyurethane (PUR) not LPC Highly combustible
approved

Polyisocyanurate (PIR) not LPC Combustible
approved

Polyisocyanurate (PIR) or Does not significantly
Polyurethane (PUR) LPC contribute to fire
approved growth.

Mineral Fibre (e.g."Rockwool’) Fire resistant
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Aluminium Composite
Material (ACM)




What are ‘ACM’ claddings

 Two thin sheets Aluminium
bonded to a 4mm core

 Most manufacturers have
products with 3 core types:

— Polyethylene (PE)

— Fire retardant core. 60 -70%
mineral (FR)

— A2/ limited combustibility

core. 90% mineral (A2) (or, in
USA, NC)




What are ‘ACM’
claddings

Typical wall build-up
with ACM rainscreen
cladding showing air
gap, insulation board

and concrete substrate.

Concrete wall

Foil coating

_—

Polyethylene

Aluminium sheets




Potential for fire
spread

Flame drawn through cavity







Building Regulations

Requirements relating to external fire spread
include: Requirement B4(1)

“The external walls of the building shall
adequately resist the spread of fire over the

walls...”



Requirement B4(1)
Methods of Compliance

A 4
Approved
Document B
I

A 4
PARAS

12.6- BS 8414

12.9 Test.

as per

A 4
Fire
Engineering

Solution

Analysis [«

BR 135

Desktop
Assessment




Government Screening Programme

Relates solely to buildings >18 metres.
Purpose to help identify ACM used

250mm x 250mm sample is removed from the
cladding

Sample is subjected to bomb calorimeter test
|dentification of the product:

< 3. Product is A2

=212 - < 20. Product is FR

= 40. Product is PE



Results of government PE FR
tests

Combustible v % ‘/
Insulation

Non-Combustibl

on-Combustible v ‘/ \/
Insulation
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Evacuation versus ‘stay put’

‘Stay put’ has been used since the earliest
standards for blocks of flats

So, blocks of flats do not have communal fire
alarm systems

‘Stay put’ is constantly proven to be safe and

appropriate

— Typically ~7,000 — 8,000 fires in blocks of flats each
year (over 20 fires per day)

— ~30 fires per annum require evacuation of more
than 5 people with assistance of FRS



Evacuation versus ‘stay put’

Communal fire alarm systems would have
significant numbers of false alarms

Simultaneous evacuation over many floors would

— Be physically hazardous for many and prejudicial for
disabled people

— Impede fire-fighting operations and create additional
hazards (smoke, hoses etc.)

— Only work with a management presence

Communal alarm systems bring about insolvable
issues e.g. who calls FRS, who silences/resets?
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Non-Compliant Cladding




Recommended Temporary Mitigation
Measures - Minimum

* Notify the fire and rescue service.

* Engage with residents to ensure they
understand the emergency procedures and
interim measures.

* Advise residents to report concerns regarding
maintenance and housekeeping.

« Check fire procedure notices are accurate.
« Survey residents regarding ability to evacuate.
* Check all Fire Doors.



Recommended Temporary Mitigation
Measures - Minimum

« Check that, at ground level and any balconies, there are
no combustible materials in the vicinity of the cladding.

» Consider need for barriers/ instructions to residents.
* Prohibit barbeques on balconies.
« Check fire stopping in walls and risers.

« Check that any smoke control facilities are operating
correctly/not undermined.

* Check all facilities provided for FRS (dry/wet rising mains
and fire-fighting lifts).
« Check roadways and hard standing for FRS appliances.

 Ensure that there are adequate smoke alarms in rented
flats, and that leaseholders are advised of need.



Temporary Mitigation Measures —
Further considerations

« Should ‘stay put’ policy remain, considering:
— Type and extent of ACM
— Proximity of cladding to windows vents etc.
— Likely FRS attendance time
— Height of building, number of flats & stairways
— Automatic fire suppression systems
— Risk of external ignition of cladding

— Collective effect of fire safety measures,
considered holistically.



Learning Objectives

By the end of this session delegates will be able to:

* Describe what Aluminium Composite Materials
(ACM) are and how they differ from ‘traditional’
composite panels.

« Explain the Government Screening Tests that are
being carried out following the Grenfell Tower fire.

« Explain why ‘Stay Put’ Policies are used and why
they are an important option for those designing
fire safety strategies.

« Summarise key considerations for owners of non-
compliant ACM clad properties.
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By the end of this session

delegates will:

1. Have a wider understanding of the law
enforcement approach to insurance fraud and
the collaborative arrangements in place to
combat it

2. Have an understanding of the priorities of
IFED

3. Know how to make a referral to IFED
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e Fraud Enforcement Department

The Cycle

Less Police
Investigation

More
Fraud

No
Deterrent
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g Fraud Enfor ent Department

Achievements

- IFED Initiated in 2012

2,000 suspects spoken to

200 years in jail time

£2 million restrained from criminals

2015 — Funding extended and increased

2017 — Funding extended a further 3 years
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Insurance Fraud Enforcement Dapartment

What we deal with

N EMPLOYER LIABILITY

M LIFE

= MOTOR

B PERSOMAL ACCIDENT SICKMNESS

M PET & BLOODSTOCK

W PRIVATE MEDICAL INSURANCE

m PROPERTY

m PUBLIC & PRODUCTS LIABILITY
TRAVEL

= Other




Priority Setting

» Organised Crime Groups
* Professional Enablers
 Public Impact

« Cross-Industry repeat offenders

NOT PROTECTIVELY MARKED



How do we make this work?

Law Enforcement

Not just o
iInsurance ‘ol
fraud

Insurance
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How do we make this work?

Not just 0‘0
cras ‘o
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How do we make this work?

Understand
public

attitudes to
Insurance
fraud
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Insurance Fraud Enforcement Department

What is public perception ?

NOT PROTECTIVELY MARKED



i CITY.:LONDON

¥4 POLICE
e R R R R EREREERR RS

Insurance Fraud Enforcement Department

What is public perception ?

! E

Secret Ledger (=ecret ledoer - Jur
We are now using LCJWF‘DEICEWED to enforce a dysfunctional market on behalf
of @swiftcover shareholders. This is bonkers.

View conversation

Secret Ledger @ secret_ledger - Jun 15
Maybe if the premiums were Ic:wer penp1e wouldn't be driven to fraud and driving

uninsured.
@CityPolicelFED @swiftcover

View conversation
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Insurance Fraud Enforcement Department

Natalie Busbridge, case study 1
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Insurance Fraud Enforcement Department

Doctors evidence

SECTION 2B~ DISABILITY - 75 be completed by your Doctor Cont'd ]
Aecident clalms only

At the time of the acoilent was the patient suffering from any illness or disease YESING

Eﬁﬁ:‘?ﬂmmw detnils with medication preseribed and advise whether this wil relard meovery of present

1 confinn that this patieat isfwas under aeedical altention and was totally prevented from working for remuncsstion or

i« N YR

| Dootor's sgnatire.. 3\ A

Dagior's Mame BLOCKCAPITALS:.., ... L=% |

Dactor's Stamp:
(if you do not hsve a stamp please provide s letier
oy headed paper ing this infrrmaticn
B ¥ § Thomas and .
Cranfnld sned Msnston SUFRRY.
137 Higth Street, Creafield




38,1 CITYo LONDON

¥ POLICE

LA LR RE R R R E R E

Insurance Fraud Enforcement Department

Employment evidence

Section 3C— DISABILITY - To be completed hy Your Employer (If Enyloped)

The above coployes last worked oo, 2% 2% M N2 The shove emploves returned 1o wosk an-, ———
Mumber of hours warked per weok: 4%, Date exnployment commenced:,., . S22 6 - Zemoés
Giross Salary, (ihis should NOT inchode bonuses or overtimel:... ... looiD o s

Iz the canployes: in receipt of pay from the company'? W@'
How long will they be om full pay?..._ "L Wihat chyle will they go onbo kalf peyP . ..o
Howe long will they be an halfpay?. ..., ...

fyu;r.l_rcmpﬂnmhﬂ returmied fo work intermitiently please give ail perinds of absenes from the first occanrenca bo
I" L] d-t:'- —

1a the still employed by Yol FESING if Mo, whase dacision was it to terminate, and why?

a@u:mm T (T e NI o el o
FmLNam(C‘apm:}'f?Gﬂ"ﬂhJC_.m ..... b S W oy

(if you do not have & ' st pb

provvide a letter on headed papor confinming this information) Dixon DeBoise P : rshi
2 M-E_lldstnne Road

T

TEL:01882831110




>4/ CITY« LONDON
K4 pOLICE
E R R R R EEEEE R EEE

Insurance Fraud Enforcement Dapartment

Mark Downes, case study 2
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Employment evidence

D - Your Waork Details
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Insurance Fraud Enforcement Department

POLICYNOLDER TO COMPLETE

Name of your Employer Address of your Employer
kaatee Tr MSPNJE Kool "Translﬁutt
Teiephone Numberof your Employer - 'Do\\tw\ Hous €
03437 130024 bo WindSer Ave
Email Address of your Employer (f known) 0‘ . S—
: Londlen =
Postcode 3“.\\‘:\ ZRR
Al is you' b Ule? B
DENER When did you star working there? 9_5' / 0 ll / | [
et is your Work or Staf Number? How many houts & week 00 you Wk ? I 3 HRS
Ahat are your viual dubes? IDQN\”G,‘ )
Cy:FTSL3000006760 Clain: 8097788 " Drinted by Lymn Jocelyn Masmam



Employment evidence

GP Declaration

I cenify that the patient is (or was) receiving medical attention and in my opinion is
'or was) lolally unable to perform any paid work during the continuous period:

Joctor's Name
Pleasa print)

Surgery Address

Surgery Telephone
surgery

“mail Address
Doctor’s Signature

Jate

v+ PTC

From
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Insurance Fraud Enforcement Department

TONNANNETEDN ]
-\..-\,',I'J'I,I 106G /0 (]

DiR| [J|AMIE|S
Tihie| [SIPIRJUINIE[FE LD CT [N
Siwlc|TIE] 2101311 (6(-18] (RIE|u|Finle|E] (@]
LIOIRIDIS [W[o|alD| [CIH|A[T HIA M

Posicode (M, | F | § QI ’1)
0|L27. thzc')Sl GP Stamp (if Stamp not avaiable, please attach & signed compliment skp)

The SpringField Clinic

Suite 2031, 6 - 8 Revenge Road

Lordswood, Chatham
Domes> Kent ME5 8UD
ol3)/|olg) /|2

s yim e kNOTIRA ' Nred / Lynn Jocelvn 02/04,
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Insurance Fraud Enforcement Department

Medical evidence

The Springfield Clinic
Suite 2031

6 - 8 Revenge Road
Lordswood

Chatham

Kent .

MES 8UD

21% March 2013

Ref: Mr Mark Downes 29[07!1987 -
Claim Ref: 8097788 :

e ]

The above named patient has been under my car since diagnosis of his Ulcerative Colitis, | have
attached with this letter a copy of his sick note,
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e Fraud Enforcement Department

Stephen Shaw, case study 3

ease provide defalls below

AnyueT D Do Fﬂﬂlmj WpseT Alf the bingg  Can't contantse
fharc Akbacyy Lol of mrzjﬁ. an.lnj bied Bk Can'l Step

T Loofg g Jﬂfﬁﬂ.]:l\ Semalimse § whan Siﬂipmg ﬁnJ (en bk hfﬁch;
{f:ﬁ{* ¢ ke, Bilunels and Eﬂ.&h'nj ik (e3tic groblens
WeSHing 2 Hould Dé

! S ot
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Daily Routine

Please describe your current, typical daily routine (from waking to going to bed)

_AM PnM
Monday LT et carmoct e Wooas < C Y@ oo T2y oceel StTear
= A B e = X
G IaweE TRl TN o o
S5 ot a2 S o\l oS tee ¢
Tuesday
e -
VYwednesday
- . -
Thursday
- -
Friday
T
- 2
Saturday o
-~ rs - -
Sunday
~ -
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Insurance Fraud Enforcement Department

Cwmbran DJ fraudster Stephen Shaw
must repay £35,000

(@ 8 August 2017 | South East Wales ¥ o © [ = Share

-

WALES NEWS SERVICE



CITY..LONDON

=¥ POLICE
T e

Insurance Fraud Enforcement Department

Arafa Nassib and Adil Kassim,

case study 4, life insurance

. |
The grieving son .
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The death certificate

ZGP.AD-GALA

OO g s
. Name, Surname. face Age Sex Residence and Oceu- Date and placen Cause of
and tribe of sect - pation of deccased af death death
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Insurance Fraud Enforcement Department

GOVERNMENT

: : Q006359
Certified Copy of an entry in a Register of Deaths

Troril per
mit numn

amd place
o barial

Remarks

ARAFA ABDY NASSIB
SEVLRE HiAb IWURL
NNAZLMMOJA HOSPITAL
S, MOSL MWD

HLRMLIGHAY B 16/0NT
MNAZLEHOUA ROSFLTAL

§0 SHENS TONS ROAV
UNLTED KINGDOM
Usihe 016
TALZIBAR

10, 26006190

LANLIBAR

v of the Enery (Senial No. M6l ZROBBEr

B ..)of 2 Death in the Regisier of Deaths awithin  the Town Mudiria ol ..

.. Asland ar

Given a1 the Office of the Registrar GEAEral thiS oo s b U S OO ... . 1

07.85..0L-1Felss 2016 ASa




w491 CITY.LONDON

¥ POLICE

LA LR RE R R R E R E

Insurance Fraud Enforcement Department

The outcome

Arafa Nassib: Fake death mum jailed for
insurance fraud

(@ 12 July 2017 | Birmingham & Black Country £ o ® [ <« Share
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MNassib's debts grew after she failed to pay them off following a move in 2009
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EIEE NEWS

Judge convicts Leeds ‘cash for
crash’ killers

27 February 2017 Leeds & West Yorkshire
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Case study 5, crash for cash
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Abdul QADRI

Claimant Address

Owner
Policy Add | Paid b = Paidb ‘ Policy Add
—Polic ress i aid by olicy ress
= ¥ o ¥ =22 . i
24 Hazelhurst Road, Policy Account 1 Palicy 8 Senwick Road,
Birmingham, B35 0BH DI AMO 7443 10CWO075/R25 DIAMO 6437063 Mothamptonshire, MN8 1MH
Diamond Insurance Diamond Insurance
Policy incepted & December 2011 Incepted 3 August 2011
Policy cancelled 4 February 2012 Cancelled 26| August 2011
PH P|H
’ ! |
’ 11 Caldwell Road
Linda Ashdawn, b, 29/02/1964 Char'”“’T Avstreih Birmingharm
PH
P|H ‘ Address
Y329GAT ¥ 191KMN
FHY PHY
Address by
Electoral Roll
{ i \_\ { !E TP Claimant e
Diamond Insurance EUI {Aadmiral) Awan MAHID, b, 06/04/1981
304140914 304124481
DOA 19 December 2011 DOA 19 August 2011
TP Claimant
Lo Claimant Address
Address

Mohammed SHAHZADA, b. 01/01/1977

FLAT 33 CANTEREBURY TOWER.,
5T MARKS STREET,
BIRMIMGHAM, WEST MIDLANDS, B1 2]
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{Aviva 003255240)
5 March 2012

Sanullah SAFI
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Operation Adonis

Who is Abdul Qadeer Qadri?
EXTHA |

—

Mohammed Ishfag Abdul Qadeer Qadir

AkramAziz Abdul Qadir
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CITY..LONDON
Operation Adonis m POLICE
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By the end of this session

delegates now:

1. Have a wider understanding of the law
enforcement approach to insurance fraud and
the collaborative arrangements in place to
combat it

2. Have an understanding of the priorities of
IFED

3. Know how to make a referral to IFED



