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Executive Summary 
 
IAG welcomes the opportunity to provide a submission in response to the Interim Report Review of 
the General Insurance Code of Practice (interim report) by the Insurance Council of Australia (ICA).   
 
The General Insurance Code of Practice (the Code) is a voluntary Code which outlines certain 
minimum standards in service that consumers should expect from general insurers who have 
adopted it.  IAG has adopted the Code and remains committed to complying with its objectives.   
 
The interim report from the ICA contains a considerable number of proposals and discussions points 
for enhancement of the Code following preliminary feedback from consumer groups and industry 
stakeholders.  The general insurance industry through the National Code Committee (NCC) has 
addressed each of these proposals and discussion points individually in its submission to this review.   
 
IAG generally supports and endorses the submission of the NCC but desires to supplement aspects, 
as set out below. IAG’s submission will not otherwise replicate the content of the NCC submission. 
 
About IAG 
 
Our purpose is to “make your world a safer place”, which means we are working to create a safer, 
stronger and more confident tomorrow for our customers, partners, communities, shareholders and 
our people throughout Asia Pacific.  
 
IAG is the parent company of a general insurance group, with controlled operations in Australia, 
New Zealand, Thailand, Vietnam and Indonesia. The Group’s businesses underwrite over $11 billion 
of premium per annum. Our businesses sell insurance under many leading brands, including: NRMA 
Insurance, CGU Insurance, SGIO, SGIC, Swann Insurance and WFI in Australia; NZI, State, AMI and 
Lumley Insurance in New Zealand; Safety and NZI in Thailand; AAA Assurance in Vietnam; and 
Asuransi Parolamas in Indonesia. IAG also has interests in general insurance joint ventures in 
Malaysia and India. 
 
Our objective is to make our customers feel safer and more confident through the products and 
services we deliver. All the elements of our strategy are driven by our customers’ needs.  
 
IAG has built a strong reputation on understanding the unique needs of Australians and being a 
steadfast supporter of the community. We take pride in helping consumers understand insurance so 
they can make confident choices to protect the things they value. As an organisation, IAG has a long 
history of working proactively to support the communities in which we operate. This role extends 
beyond providing insurance cover and paying claims, to raising awareness of insurance and risk, and 
helping communities avoid preventable damage and mitigate loss. IAG has embedded a shared value 
strategy within our business by undertaking programs and projects that focus on building social and 
economic resilience. That is why we partner with organisations such as the Australian Red Cross and 
the SES to build community resilience and connectedness.  
 
Other work we are doing includes supporting safer vehicle technologies via the IAG Research Centre 
and research to understand how we can better meet the insurance needs of Indigenous Australians.  
We are the founding member of the Australian Business Roundtable for Disaster Resilience & Safer 
Communities, which is focused on creating more resilient communities. We have a global role in the 
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United Nations Environment Programme Finance Initiative (UNEP FI), and use this to understand the 
many issues related to climate change and natural disasters, and to develop industry-wide solutions. 
 
We continuously evolve our business to ensure that we meet not only our customers’ needs and 
expectations but also the expectations of the broader community.  Initiatives that help us ensure our 
products are fit for purpose and that we continue to maintain high ethical standards include: 
 

• In 2017 we launched new Product Design Principles that allow us to measure the value of 
our retail products and identify potential issues. All new products will be assessed against 
these standards and all existing products are being progressively reviewed to ensure they 
meet these standards.  

• In 2017 we launched a revised employee Code of Ethics and Conduct to ensure our 
employees understand the ethical standards we expect of them.  

• In 2016 we established an Ethics Committee, chaired by renowned ethicist, Dr Simon 
Longstaff, Executive Director of the Ethics Centre, to provide leadership, advice, and 
guidance to IAG Management to foster sound, ethical decision making, consistent with our 
purpose and stakeholder expectations.  

• In 2016 we established our Consumer Advisory Board which brings together a number of 
Australia’s leading consumer representatives and IAG management to discuss how we can 
better meet consumer needs and enhance consumer protection.  

The General Insurance Code of Practice Interim Report 
What is clear from the NCC submission on the interim report is that the insurance industry is 
committed to ensuring that the Code remains one of the most beneficial industry codes for 
consumers in Australia.   
 
Vulnerable Customers 
The ICA has proposed that a new section of the Code should be adopted to consider the impact 
general insurer operations and processes can have on vulnerable customers.  IAG endorses this 
proposal and looks forward to working with the ICA and the broader insurance industry to develop a 
principle based approach which can be adapted to any insurer in the general insurance industry, 
regardless of size or complexity. 
 
Noting the potential scope of consumers who may be experiencing vulnerability in Australia and the 
varying size and scale of insurers expected to respond to individual circumstances, IAG supports the 
inclusion of a vulnerable customer section of the Code which is: 

(i) precise in terms of who is considered a vulnerable customer (to assist with 
identification, management and reporting) and how insurers are expected to respond; 

(ii) principle based (rather than prescriptive) to allow for individual circumstances and 
changing societal expectations to be considered; and 

(iii) consistent with all applicable laws without repeating their content. 
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Best Practice Disclosure Principles 
The general insurance industry has worked collaboratively over the past few years to reach 
consensus on the best practice disclosure principles contained at Appendix 3 of the interim report. 
IAG supports the adoption of these principles. 
 
In addition to our support for the best practice disclosure principles, IAG also believes that the 
insurance industry, in conjunction with regulators and stakeholders should continue to 
conceptualise innovative ways to improve and simplify the disclosure process for the benefit of 
consumers. 
 
Product Design & Distribution Principles  
IAG’s customer focus means that we have a number of established underwriting, governance and 

regulatory principles and frameworks in place to ensure our products meet customer needs and 

offer fair value. 

On 21 December 2017, The Treasury released an exposure draft of the Treasury Laws Amendment 

(Design and Distribution Obligations and Product Intervention Powers) Bill 2017.  The Bill proposes 

to enact product design and distribution obligations which substantially overlap the product design 

and distribution principles that form part of the ICA interim report review of the Code. IAG is of the 

view that given the pending legislation in this area there is limited consumer benefit in repeating 

similar obligations in the Code. To do so in advance of legislative reform will inevitably result in 

unintended inconsistencies between the Code and the law leading to unnecessary consumer 

confusion.  Introducing product design and distribution principles into the Code before they are 

enacted legal obligations would also result in considerable operational inefficiencies and duplicated 

costs for insurers who would need to update computer systems, train staff and amend procedures 

multiple times in a short timeframe. 

IAG is actively participating in the consultation on the Bill and remains committed to working with all 

stakeholders to achieve the best possible outcome. 

 
Strengthening Standards Relating to Third-Party Distributors 
IAG believes that there is merit in an industry wide approach to strengthening standards with third 
party distributors and agrees, in principle, that the best way of achieving this is through 
enhancements to formal agreements with third-party distributors.   
 
However, if additional standards were to be included in the Code, we note that several factors would 
need to be addressed to make the proposal in the interim report viable, including: 

(I) agreed definitions for ‘third-party distributor’ and ‘pressure selling’; 
(II) an industry consistent approach or benchmarks for training, education and monitoring; 

and 
(III) appropriate lead times to negotiate and update contracts, undertake training and 

amend systems. 
 
Strengthening Standards Relating to Service Suppliers 
IAG considers that appropriate consumer protection and regulatory oversight already exists in 
relation to service supplier standards and that extending these obligations further will not provide 
any additional consumer benefit.  In practice, service suppliers are bound by their supplier contracts 
to meet certain standards. Where these standards are not met, insurers typically penalise or refuse 
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to renew contracts with the service supplier. This process ultimately achieves greater protections for 
consumers without the additional training and compliance costs associated with the ICA proposal. 
 
We note that in addition to the existing Code standards for service suppliers, insurers are bound to 
adhere to other regulatory instruments such as APRA Prudential Standard CPS 231.  Whilst this 
standard does not directly impose obligations on service suppliers, it does require insurers to 
approach outsourcing their business activities with caution and due diligence. When Prudential 
Standard 231 is read in conjunction with the standards imposed in the current Code, it provides a 
robust framework that ensures all reasonable measures are taken for the protection of consumers 
when material business activities are outsourced and service suppliers are engaged. 
 
Finally, IAG believes that the definition of ‘service supplier’ should not be expanded to include 
external experts.  External experts are engaged to provide an independent expert opinion in a 
subject area. Their performance as professionals in that subject area is governed by industry specific 
rules and regulations. Attempting to bind external experts to insurer service standards could 
compromise an expert’s independence and in circumstances where Court proceedings are involved, 
could impair their ability to comply with Expert Witness Codes of Conduct and common law 
obligations. 
 
Emerging and Future Technologies 
IAG highlights that technologies are emerging in the insurance sector which will significantly 
enhance insurer operations and customer experiences in the future.  While the perception is that 
such technologies are years away from implementation, the reality is that many (such as chat bots 
and self-service apps) exist now but are yet to be adopted as common place in the insurance sector.  
As such, IAG endorses the ICA making amendments to the language of the Code as part of this 
review to encourage the adoption of emerging and future technologies, particularly those which will 
result in an enhanced consumer benefit. 
 
If you wish to discuss this submission or make further inquiries please contact Leigh Davidson, 
Manager Public Policy and Industry Affairs on (02) 9292 9516. 


