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FOREWORD 

The first Seminar on Human Resources Development in the field of 
insurance was held in Lisbon, Portugal, from 28 November to 5 De­
cember 1990. Sixty-four participants representing 45 countries attended 
the Seminar. 

The aim of the Seminar was to help developing countries to improve 
the terms and conditions of insurance and reinst).rance services in their 
respective markets through the recognition of thi importance of educa­
tion and training. The overall objective of the) Seminar was to pool 
ideas on problems encountered by various countries on the subject of 
human resources development and training in the insurance sector. 

The Seminar was designed for officials and managers from the public 
and private sectors who are responsible for the organization and man­
agement of training services in insurance, and for'those directly inv1Jlved 
in career development in the insurance industry., 

Seventeen papers were presented by UNCTADiand by lecturers from 
eleven different countries. The main themes oft the Seminar were the 
following: 

• Human resources development policies and strategies; 
• Training needs analysis; _, .. --
• Training development methodologies; 
• Training of trainers; 
• Professional qualifications and examinations; 
• Evaluation of training; 
• International co-operation in training; 
• Role of insurance education in universities. 

Papers presented in morning sessions were discussed during t~e after­
noon in four working groups (two English-4peaking groups, one 
French-speaking and, one Portuguese-speaking). i 



xiv Human resources development in the field of insurance 

The main themes of discussions were the following: 

( 1) Human resources development strategies and policies; 
(2) The management of training and training of train~rs; 
(3) Training development and international co-operatmn; 

( 4) Evaluation of training. 

The conclusions of the discussions are summarized in group rep_orts 
annexed in this document. The main conclusions and recomn_iendabons 
were drafted by a Committee composed of the President and 

Rapporteur of each working group. 

The organizers would like to thank particularly the Chairm:'11 of the 

S · Mr Joao Rodrigues Da Silva, Director of the msurance 
emmar, 1 • d all h 

training centre in Lisbon (CEFOS), the secret_arial s~aff an t e par-
ticipants who contributed to the success of this semmar. 

Welcome address 

WELCOME ADDRESS: UNCTAD SECRETARIAT 

I. INSURANCE EDUCATION FOR DEVELOPING 
COUNTRIES 

xv 

On behalf 9f the Secretary-General of \JNCTAD, I would like 
to convey through His Excellency, the Secre~ of State, our gratitude 
to the Government of Portugal and to the Portuguese Insurance Asso­
ciation for having accepted to host this seminar in Lisbon and to pro­
vide all the facilities required to organize it. Without such assistance, 
this first seminar on human resources development and training in the 
sector of insurance would not have been possible. 

In welcoming the participants I would like to state that we are 
very pleased to see that representatives from 4bout 50 countries have 
come from all over the world to attend this se~ar. This augurs well 
for success, as their input will contribute to th~ overall objective of this 
meeting, which is to pool ideas so as to identify ways and means to re­
spond to the increasing demand for technical hssistance to developing 

l 

countries in the field of training and human r;sources development in 
the sector of insurance. : 

On the occasion of th!~ .opening ceremo~y, I would like to place 
this discussion in the generai context of th~ e'1:>lution of the insurance 
sector in developing countries and, for this p~se, examine the fol­
lowing points: 

• The role and image of insurance; 
• Education and training in the insurance ~tor; 
• The problems to be solved. 

II. THE ROLE AND IMAGE OFilNSURANCE 
j 

I 
Insurance, like other fmancial services, bp.s grown in quantitative 

terms as part of the general development of fimincial institutions. It lfas 
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also become qualitatively-more important, owing to the higher risks and 
uncertainties of modem societies. 

The reasons for greater uncertainty may largely be attributed to 
side-effects from the technological base on which the structure of mod­
em societies rests. Toe changing patterns of risks and of attitudes to­
wards risks, the optimal use of insurance and financial instruments as a 
means of dealing with risks and uncertainties and the efficient manage­
ment of financial institutions have become major concerns. 

Despite this growth, insurance specialists generally complain that 
the insurance industry in most countries of the world has been suffering 
an image problem in the eyes of the public. The reasons for such a 
situation appear to have the same causes in both developed and devel­
oping countries. One is the misunderstanding or mistaken perception 
of the economic role of insurance; another may be the tendency on the 
part of the insurance industry to focus on short-term interests. 

One way to improve the image is through education, training and 
professionalism. Clearly, the pattern of training and education in the 
insurance industry has changed considerably in recent years. Manage­
ment has realized the high cost of not training practitioners systemat­
ically to match agreed standards at a time of . rapidly increasing 
competition. 

Furthermore, there is now general agreement that supervision is 
a fundamental requirement for the sound development of insurance 
activities, and that properly supervised insurance activities play an im­
portant role in the process of economic growth in every country. High 
quality, extensive educational programmes are therefore a common 
meeting-ground for regulators and industry people. 

Education and training in insurance, as in any discipline, must 
be broad rather than purely technical. It must encompass not only the 
legal and social context in which the industry works, but also reflect an 
awareness of standards of behaviour which are integral to the sound 
practice of a service industry such as insurance. The connection be­
tween education and professionalism is vital to the insurance industry's 
operation and credibility with the public. 

Welcome address 

Ill. INSURANCE EDUCATION AND TRAINING IN 
DEVELOPING COUNTRIES 

xvii 

In UNCT AD the assumption is that, with appropriate personnel, 
developing countries could develop sound national insurance markets 
in which. national companies would play a dominant role. This idea 
was already put forward by the UNCT AD Committee on Invisibles and 
Financing Related to Trade (CIFT) at its sixth session in July 1973. 
Against this background, UNCT A D's work in the field of insurance has 
been guided by the objectives of strengthening the national insurance 
industries of developing countries and promoting regional co-operation 
among developing countries. To achieve these objectives, the 
UNCT AD Insurance Programme has addressed over the years various 
ways and means of improving education and training in insurance .. 
Some with great success but some with less. 

In examining these issues, at the present juncture ~me must con­
sider the rapid transformation of insurance markets since changes have 
occurred in the policy orientations adopted by many developing coun­
tries, particularly orientations towards competitive markets through 
privatization and/or liberalization. Toe most obvious implications for 
the future of this industry are both improvements in the technical ex­
cellence of those engaged in insurance activitib and adaptation of 
training facilities to the growing demand for trairled people. 

Closely allied to the need for technical e:t.pertise on the part of 
staff already in place is the need for education kd training, especially 
for the younger generation joining the industry. Very little work has 
been done to quantify the need for insurance education although the 
requirements in developing countries are large and they are growing. 
It is recognized by all specialists that the benefit~ of capital creation are 
marginal if the necessary human resources are not present to organize 
and move the economy forward. The need for competent personnel is 
particularly acute in developing countries. 
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IV. THE PROBLEMS TO BE SOLVED 

Insurance education and training programmes are widely avail­
able throughout the world and are provided through a fairly large 
number of institutions in developed and developing countries. The ac­
ademic standards set by certification institutions are reco~d by the 
industry in many countries; however, in large measure, these standards 
are a function of the level of education of personnel in the insurance 
industry. 

High pnonty should be placed on the availability of a well­
designed certification programme in every country. The needs may not 
be the same in all developing countries and so they cannot be met · 
simply by imJX?rting the programmes which developed countries have 
already established. However, possibilities for co-operation do exist. 
It can be based on the exchange and adaptation of materials, the trans­
fer of resources and the training of trainers. One of the main objectives 
set for the seminar is to define ways and means of implementing such 
international co-operation for the benefit of developing countries. 

In addition, education and training will be more efficient in a 
context in which the manpower requirements have been evaluated and 
career development schemes have been elaborated. Educational and 
training structures should be adapted to the changing needs. Once the 
need for insurance education and training has been evaluated and the 
proper curriculum has been selected, the main obstacle to the setting-up 
of proficiency certification in some developing countries may remain the 
lack of availability of existing local human-resource development ser­
vices. The seminar will thus have to identify ways and means of pro­
viding technical assistance which will take into account how appropriate 
methods of developing human resources can be made available to the 
countries concerned. 

The quality of an insurance education or training programme is 
very much a function of the quality and quantity of resources, both 
human and material, that are brought to bear on it. The ways and 
means of implementing such a programme of action will vary~ of 

--t

! 

1 
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course, according to the co_nditions prevailing in each country of a par­
ticular region. 

The tasks before the Seminar are important while the time 
available for discussion is relatively short. Participants are expected to 
give the discussions and decisions that element of pragmatism which is 
necessary if the work is to prove of relevance to the insurance industry 
of the future. 



Conclusions and recommendations xxi 

CONCLUSIONS AND RECOMMENDATIONS OF THE 

SEMINAR 

From the discussions which took place, the Seminar agreed that: 

• Human resources development respoi;,.sibilities should be dealt 
with at tog management level; 

• Training should not be undertaken in isolation but should reflect 
the needs of the various partners and the changing characteristics 
of the market. 

• 

• 

• 

• 

For this purpose: 

All the users of training capabilities shquld be encouraged to meet 
regularly to formulate HRD policies anf1 strategies; 
HRD managers should take advantage pf all opportunities to im­
prov: the industry image with a view t~ encouraging better quality 
recrwts; 

1 
Existing training centres and functions F all countries should de­
vote more resources to the training ofjtrainers and to the devel­
opment and adaptation of programtjies and training material 
particularly designed for middle and junior level staff. These 
should include staff,pf-companies, intbmediaries and regulatory 
agencies; 
The insurance industry should be convinced that investment in 
HRD and adequate training capacities \.vill provide benefits to the 
entire industry and positive return on i~ investment. 

The Seminar proposed that a network of training/educational 
centres co-ordinated by UNCT AD should ~ established so that: 

I 

• An exchange of information and docunientation can be facilitated; 
• A central databank of validated traininglmaterial can be developed; 
• A system of trainer exchange between ~articipating countries can 

be implemented; ; 
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• A methodology for evaluation must be progressively implemented 
within the network which, ultimately may include agreed interna­
tional standards of qualifications. 

For the needs of supervisory authorities in developing countries, 
the Seminar identified the following areas for priority action: 

• Description of organizational structures of insurance regulatory 
offices with identification of the main functions and a full de­
scription for each job; 

• Types of recruitment/training procedures required to fulfil the 
needs of each position; 

• General overview of resources available to supervisory authorities 
in developing countries for human resources development; and 

• Sources for regulatory authority funding. 

In order to implement the foregoing it is recommended that 
UNCT AD creates an ad hoe committee drawn from participants of this 
Seminar (representatives from different regions would be invited to 
serve). 

The Seminar recognized that to undertake the recommended 
measures extra-budgetary resources for UNCT AD will be required, and 
because of the cost effectiveness of the network approach to HRD, the 
participants agreed to seek the necessary supports in their respective 
countries. 

! 

Insurance supervision in developing countries 

INSURANCE SUPERVISION IN DEVELOPING 

COUNTRIES: A CASE FOR HUMAN RESOURCES 

DEVELOPMENT 

J. Fran<;ois Outrevil/e 

I. AIMS AND OBJECTIVES OF INSURANCE 
' SUPERVISION 

I 

There is today general agreement that insurance supervision is a 
fundamental requirement for the sound development of insurance ac­
tivities, and that insurance activities, properly sppervised, play an im­
portant role in the process of economic growth of every country. The 
principle of State intervention has been generally recognized and 
adopted in almost all countries. When the volume of insurance trans­
actions reaches a certain level, legislation must be enacted to provide for 
some degree of supervision of insurance activities. The few exceptions 
which exist do not invalidate the rule. The spectacular growth of the 
insurance industry during the past half century may be said to be closely 
related to the existence and efficacy of the legislation and supervision 
to which the State has made it subject. 

Insurance supervision, .while playing tl,.e traditional role for 
which it has been originally" established - na.inely the· protection of 
policy-holders, beneficiaries and third parties - iltould always take into 
account the general economic, social and other tiational interests. Cer­
tain countries carry the principle of protecting the insured further, par­
ticularly as regards the supervision of premium rates and the limiting 
of profits of insurance concerns. 

In developing countries, an additional specific and very important 
task of insurance supervision is to provide for mbasures to establish and 
strengthen the national insurance market. At its first session in 1964, 
the United Nations Conference on Trade and Development 
(UNCT AD) formally acknowledged that "a sobnd national insurance 
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and reinsurance market is an essential characteristic of economic 
growth0

• Since then insurance laws and regulations have been enacted 
establishing stricter supervison and control. Today, most developing 
countries have dominant domestic insurance industries subject to local 
supervision as, increasingly, nationals have acquired control and man­
agement. 

II. DEVELO.,MENT OBJECTIVE 

The growth of the insurance industry and the increasing sophis­
tication of the markets require the presence of an efficient body of 
supervision. When one considers the range of difficulties which can 
arise in relation to insurance and the problem of precisely assessing all 
the factors which the supervisor must take into consideration, it be­
comes readily apparent that there is no easy way to make supervisory 
services efficient. In fact, however, it is these very difficulties which 
make supervision necessary. 

Since the developing countries have been moving progressively 
towards more detailed supervision of the operations of insurance con­
cerns, administrative services responsible for this supervision are be­
coming better equipped to cope with complex tasks. Where the 
supervisory services are for whatever reason unable to carry out the 
tasks for which they were set up, the resulting distortions are likely to 
render the law inoperative; the purpose of legislation is thus then frus­
trated. 

Inefficiencies are often less a function of ownership than of gov­
ernment regulation and market structure. Adequate regulation of an 
industry requires so much information about that industry's costs and 
technology that outright ownership is sometimes likely to be more effi­
cient. In some cases, costs are considerably higher for state regulation; 
establishing effective regulation of privatized firms may prove more de­
manding to the state's administrative capabilities than outright owner­
ship. However, if the supervisory personnel is highly qualified, both 
personally and professionally, it can compensate for gaps in the legis­
lation and become, especially in developing countries, one of the main 
instruments available to the State for promoting the rational develop­
ment of insurance concerns. 
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Ill. DEVELOPMENT PROBLEMS 

Such heavy responsibility calls for as a corollary, high technical 
qualifications on the part of the staff of the insurance supervisory au­
thority. In-developing countries, it is often difficult to undertake such 
training at a national level, especially as regards the senior staff of the 
supervisory authority. It is, therefore, necessary to explore the possi• 
bilities of organizing training for this purpose on a regional, or even an 
inter-regional basis. 1 

Most personnel up to the level of senior management are not 
adequately educated in insurance. The need for education is even 
greater than the number of present positions would indicate. In any 
case, the projected increases in middle managers in functional areas will 
be outstripped by increases in junior grade personnel. A great deal of 
attention has been devoted to the need for insurance education in de­
veloping countries, but very little work has been done in trying to 
quantify this demand. · 

It has sometimes been suggested that the solution to the probiem 
of insurance education in developing countries would be for the coun- -
tries to import the programmes which have beeh created in developed 
countries. Although this solution might appear superficially quite at­
tractive, it does not, however, withstand careful scrutiny. Generally 
speaking, there are too many differences betweep the conditions found 
in developing and developed,_countries for imported programmes to 
serve as anything but a stop-gap solution. 

The proper approach which has been pioneered in some places 
would be for the developing countries to establish programmes to meet 
their own needs. It is necessary to assign priorities which may differ 
among various countries. It is recognized that in some countries, even 
at the level of department heads, most persons are inadequately trained 
and should probably begin their education with basic insurance funda­
mentals. Once the people for whom the programme is intended have 
been identified, the level of difficulty and the methods of teaching care­
fully surveyed, then the organization and institutionalization will follow 
almost automatically. Schematically, an education loop will begin with 
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the determination of needs, that is the identification of the discrepancy 
between the quantity and quality of education required and that which 
is available. Curriculum development, criteria for evaluating a 
programme, and instructional design will then detennine the form that 
programmes in developing countries would take. 

IV. FUTURE DIRECTIONS AND CONSIDERATIONS 

So as to achieve instructional effectiveness and management 
training, there must be a match between the learning goals of a training 
programme and the degree of competence required in order to perform 
a service successfully. Future work is called for in systematically eval­
oating programmes and resources available. Such an agenda should 
include a commitment and willingness by external sponsors and 
programme planners to evaluate and document learning from all train­
ing programmes conducted in all parts of our multi-cultural world. 
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HUMAN RESOURCE DEVELOPMENT, 

DEREGULATION AND GLOBALIZATION OF 

INSURANCE ACTIVITIES 

Jo Ann Howard 

INTRODUCTION 

5 

Many authors who write about "EC 1992'" use Columbus' dis­
covery of America five hundred years earlier as a metaphor for what 
will happen in Europe. These authors predict that Europeans will dis- . 
cover themselves; barriers will fall, and new markets will open up. The 
subject is so new that the Harvard Business School i~ conducting a 
multi-industry study on '"World Trade and Gl<)bal Competitiveness*. 
HEC 1992* is viewed not as an event but a process. Trends can be 
identified and milestones marked but there are 1no maps to show the 
way. ! 

I 
This process of rediscovery is compelling from the standpoint of 

insurance regulation as well. How will regulatots respond to the chal­
lenges presented by the globalization of insurancb? What skills, know­
ledge and abilities do regulators need in order to do their jobs 
effectively? The purpose of this paper is to explot'e these questions from 
the perspective of one of the SO States of the Uriited States of America. 

l 
I. INSURANCE REGULATION IN THE1UNITED STATES 

Two principles are essential to an undetstanding of insurance 
regulation in the United States. The first is the bver-arching system of 
federal and State jurisdiction. Unlike other largt: industries, the insur• 
ance industry in the United Sta~es is regulated pr,narily by the 50 States 
instead of by the Federal Government. In cetli4g this authority to the 
individual States, the Federal Government retairied the right to impose 
federal supremacy but has exercised its primacy in only a few instances. 
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This multi-jurisdictional scheme of regulation presents some of the 
same challenges as those facing the international community today -
co-operation across sovereign borders, resolution of conflicting statutes 
and reciprocity. The dollars and staff allocated to regulation in the 
United States vary from the smallest States, with fewer than 20 em­
ployees, to the largest, Texas, with a staff of 1,600. 

The second notable characteristic of the United States insurance 
regulatory scheme is its depth and scope. Virtually every aspect of the 
business of insurance is subject to regulation in some form, in some 
jurisdiction. There are laws controlling everything from the product 
and its price to marketing techniques, claim settlement, agents, compa­
nies, intermediaries, residual facilities, and mandated risk-sharing pools 
that provide coverage when it is not otherwise available. 

In the more than l 00 years since the first American insurance 
laws were written, the breadth of regulation has grown to the point 
where it is generally believed that the insurance industry is one of the 
most tightly regulated segments of the United States economy. This 
intrusion of the State into the market is in part a recognition of the 
importance of insurance to the financial well-being of all residents. It 
is also seen as necessary to balance the interest of the seller (who has 
special knowledge and expertise) with that of the buyer (who may have 
very little). Finally, the intangible nature of insurance services plays a 
role. The consumer buys a future promise to pay. It is worth only the 
willingness and ability of the seller to honour that promise when the 
appropriate time comes. 

Thus, the mission of State insurance regulation is to serve con­
sumers and protect their interests by ensuring a financially healthy and 
efficient insurance industry. Effective insurance regulation depends on 
balancing three consumer needs: availability, affordability and 
dependability. While all three are important, this paper will focus on 
the human resources challenges presented by the demands for 
dependability as seen in solvency regulation. Detecting early signs of 
trouble, taking corrective action to restore financial health when possi­
ble, and minimizing the negative effects if financial difficulties do occur 
- these concerns are at the heart of State solvency regulation. 
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II. THE ROLE OF THE NAIC 

The National Association of Insurance Commissioners (NAIC), 
an organization of the chief insurance regulatory officials of the 50 
States, the District of Columbia and four United States territories, helps 
insurance commissioners fulfil their mission by providing a forum for 
the exchange of ideas and formulation of policy. The NAIC serves as 
a clearing house for information on all aspects of insurance regulation. 
At regular NAIO meetings, commissioners discuss key issues as well as 
write and adopt model legislation which can serve as guides for State 
law-makers. Some States adopt the model laws as written, while others 
modify them to meet their needs. The model legislation forms a uni­
form basis from which all States can deal with common problems. 

Another important regulatory service provided by the NAIC is 
the computerized data base of insurer financial information maintained 
by the NAIC at its Kansas City headquarters. Virtually all multi-State 
insurance companies domiciled in the United States submit their annual 
financial statements to the NAIC. The data base created from this in­
formation helps insurance regulators identify financially troubled insur­
ance companies. It also serves as a source 6f countrywide, aggregate 
financial information. 

The data base lets the NAIC calculate financial ratios which serve 
as a preliminary measure of each company's financial condition. These 
ratios are known as IRIS which stands for ln~ce Regulatory Infor­
mation System. They measure solvency, liquidity, profitability and 
other aspects of insurance companies' operations. If a company's fi­
nancial ratios are not within acceptable limit~, the company is assigned 
a priority ranking to indicate further regulatory attention may be needed 
by State insurance departments. Elaboration of the NAIC data base 
was possible only through co-operation among the States and develop­
ment of standard financial reporting requirements in every jursidiction. 

In addition to the data base, the NAIC provides another highly 
specialized information resource through the Securities Valuation Office 
(SVO) in New York City. The SVO staff examines the credit quality 
and value of insurers' investment portfolios (primarily stocks and 
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bonds) so that States have a uniform, controlled and conservative basis 
on which to evaluate company assets. This feature is particularly im­
portant since many insurers are active in the private placement market 
and hold non-rated securities. The SVO also determines uniform ac­
counting values and maintains a master data base of securities invest­
ments owned by all United States insurers. Recently, the SVO began 
implementation of a rating schedule for "non-investment grade" securi­
ties, sometimes referred to as .. junk"'. 

It is through the NAIC that States schedule field examinations 
of books and records of multi-State insurers. Through these joint ex­
aminations, the States stretch their resources, avoid duplication and 
co-ordinate efforts. Examiners in the domiciliary State take the lead on 
these examinations. The NAIC also has an active training programme 
which will be discussed later in this paper. 

111. INSURANCE REGULATION IN TEXAS 

The Texas State Board of Insurance is the largest State insurance 
department and one of the most diverse. The agency has a three­
member, full-time board which sets policy, promulgates rates for certain 
lines of insurance, and hears appeals from orders and decisions at the 
agency level. The Board hires an insurance commissioner, who serves 
as the agency Chief Executive Officer. The insurance commissioner has 
primary jurisdiction over the financial affairs of insurers and enforces 
the policies set by the Board. He also manages agency operations and 
oversees some 1,600 employees and an annual budget of $56 million. 
Texas has more than 700 domestic insurance companies (more than any 
other State except Arizona) and licenses another 1,500 out-of-State 
insurers doing business in Texas. In the fiscal year 1990, these com­
panies generated $29.6 billion in premium income and paid more than 
$500 million in related taxes to the State. The State Board of Insurance 
licensed more than 100,000 agents in 1990; the staff reviewed about 
35,000 new life and health insurance policies and annuity contracts. 
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IV. SOLVENCY REGULATION IN TEXAS 

Solvency monitoring is carried out primarily in one major divi­
sion of the Texas State Board of Insurance, designated as the financial 
programme. This programme consists of five units, each responsible for 
a different aspect of solvency regulation: examinations, financial anal­
ysis, holding company, reinsurance, and actuarial. 

As the name, suggests, the examinations unit is responsible for 
perf orrning financial examinations in company offices as required by 
Texas State law. These field examinations are necessary to determine 
the financial situation of corporations, firms and persons writing insur­
ance of any kind in Texas, including their ability to meet all their obli­
gations. This unit also maintains and reviews annual independent 
certified public accountant audit reports which companies are required 
to submit. 

The holding company unit examines tdnsactions between in­
surance companies and their affiliates; it reviews mergers and acquisi­
tions of control, and valuation of _investments in insurance and 
non-insurance subsidiaries and their affiliates. 

The financial analysis unit reviews comprehensive annual fman­
cial statements required of all insurance companies licensed to do busi­
ness in Texas. This area also has responsibility for admitting 
out-of-State insurance companies who seek to do business in Texas. 

r•' 

The reserve actuaries review reserve liabilities and other actuarial 
matters in company home offices. They also audit and verify company 
annual reserve valuation reports. 

In the reinsurance unit, specialists analyse reinsurance agreements 
to make sure that they meet the ~tale's strict legal requirements. 

V. HUMAN RESOURCE REQUIREMENTS 
t 

The specialists who work in the fmanJw area are front-line 
troops in solvency regulation. They are the obes who first review fi-
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nancial statements. They are the ones. who travel to company offices. 
It is they who identify and report hazardous operations, bad manage­
ment practices, questionable reinsurance transactions, improper 
dealings with affiliates, sloppy reserve practices and the hundreds of 
other factors that can contribute to insurer failure. 

A number of recent insurer insolvencies in Texas have demon­
strated the need to be able to view the entire company operations, not 
just a balance sheet. Examiners and analysts must be able to move 
quickly and act decisively. A situation can change so rapidly that the 
day is lost to those who are sluggish, inefficient or indecisive. This re­
alization has prompted the Texas department concerned to rethink the 
question: What knowledge, skills and abilities do these regulators need, 
and how do they acquire them? 

A. Knowledge 

Texas department analysts and examiners must have a four-year 
baccalaureat degree with some course work in finance and/or account­
ing. While their credentials are important, prior work experience at an 
insurance company can be even more valuable than academic training. 
For example, there is a big difference between being able to read a fi­
nancial statement, and having had the experience of putting one to­
gether for a company. Former insurance company managers can 
identify and interpret a pattern of poor management decisions much 
quicker than someone who learned what he or she knows only from a 
textbook. 

B. $kills and abilities 

Clearly, the most important skill for regulators is the ability to 
analyse information,_particularly fll)ancial data. They must understand 
how the parts comprise the whole and how to use empirical data to 
predict the likelihood of insolvency and detect early signs of company 
deterioration. In addition to an analytical mind, they must be inquis­
itive. They must be assertive_. They should 4ave good intuition, or faith 
in their instinctive reactions. They must question what they hear and 
pay attention to what they see. Finally, good regulators are people who 
enjoy learning, and will find time to maintain their knowledge base. 
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They will have to track trends and current issues in an ever-changing 
financial and regulatory environment. 

This skill has never been more important than today. In 
Powershift, Alvin Toiler's book on international trends and predictions, 
the bureaucratic power shift from ... cubby-holes ... and .. channels* is 
described. In the traditional scheme of things, specialists keep 
information in cubby-holes and managers gain power through control 
of channels of information. The data bases and software tools available 
today have revolutionized information storage and analysis, making it 
possible to break out of this scheme. Rigid information monopolies 
are · collapsing and being replaced with non-hierarchical 
communications channels that criss-cross companies, tear down 
departmental perimeters and link users up-and-down as well as across 
the organization. 

The Texas insurance department is taming this information 
overflow through· development of a state-of-the-~ automated early 
warning information system that will give regulators throughout the 
department a window into previously inaccessible or remote informa­
tion that can be used to form a complete profile of company operations 
and aid in early detection and intervention so as to prevent fmancial 
deterioration. The prototype for the Texas system is projected to be 
completed by February 1991. 

C. Training 

Once a new regulatt5r'has been hired !who has the mind of an 
accountant, the intuition of a detective, and lhe curiosity of a scholar, 
what kind of training is needed? In general, there are six basic principles 
of a successful training programme for regulatbrs. 

(l) Training must be mandatory. Meeting the requirement of acer­
tain number of hours of in-service training each year must be part 
of an employee's regular performance evaluation and used as the 
basis for promotions and salary increases. 

(2) The best training for regulators teaches them how to fmd the an­
swers to questions. It teaches them analytical skills and it teaches . 
them where to look for answers. Regulators can no longer be 
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(3) 

(4) 
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satisfied with verification of assets if they do not know how to tie 
the liquidity and performance of the assets to projected liabilities. 

That is why cross-training also is important. Examiners need to 
know how the analysts will interpret the information they collect 
during their field exams. Analysts need to know about reinsur­
ance. 

There also must be continuous opportunities for learning. These 
opportunities can range from formal seminars, such as the first 
agency-sponsored seminar on insurance fraud held in April ( 1990), 
to informal discussions over lunch. One way this is done in Texas. 
is through in-house staff development specialists who co-ordinate 
a wide variety of training opportunities. Among the courses that 
have been presented are sessions on basic management principles, 
data processing skills, leadership, customer service, communi­
cation, writing and employment law. 

Training specialists also provide materials for self-paced learning 
about life and property casualty insurance. When the self-paced 
courses have been completed, national standardized tests are ad­
ministered by private gro~ps. Passing the examination series can 
earn staff nationally recognized certification such as that of Char­
tered Property Casualty Underwriter (CPCU) and Certified Life 
Underwriter (CLU) and designations through the Life Office 
Management Association (LOMA). 

Professional accreditation is also an important component of the 
examiner career ladder. Through the Society of Financial Exam­
iners (SOFE), employees have the opportunity to earn credentials 
that are recognized nationwide and help form the basis of career 
advancement in _the insurance department. The Texas department 
has recently implemented a career ladder project in other areas 
aimed at developing staff who decide to make insurance regulation 
their career. A large consulting firm is analysing the nfit" between 
jobs and the people in the jobs. As part of this project, the con­
sultants will develop several career ladders that include training 
programmes which employees will be required to complete prior 

to promotion. 

I 
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The NAlC offers a wide variety of education programmes for in­
surance department staff, ·ranging from lectures and discussions on 
current topics to focused week-long programmes for key staff that 
teach the basics of market conduct, financial reporting, under­
writing, policy forms and contracts, consumer aid, and education 
and licensing. Annual programmes and forums also are provided 
for top management and new commissioners. 

(5) Training also must be topical and responsive to emerging issues. 
For instance, one of the most troubling problems facing United 
States regulators is the prevalence of fraud and white-collar crime 
as a causative factor in the failure of insurance companies. A new 
educational programme to teach fraud detection and deterrence 
emerged in 1988 with the formation of the National Association 
of Certified Fraud Examiners. This group conducts training 
programmes that provide the expertise to resolve allegations of 
fraud, obtain eviden~, take statements, write reports, testify on 
findings and assist in the early detection and prevention of fraud. 
Successful completion of the training programmes .can lead to 
designation as a Certified Fraud Examiner (CFE). 

(6) Nevertheless, the most significant regulatory training occurs in a 
tutoring or mentoring relationship between a seasoned analyst and 
the new staff member. In the Texas reinsurance unit, the manager, 
who previously worked in' the reinsurance division of a large in­
surance company, trains new staff mem~rs by reading through 
remsurance agreements-,with them. S~ly, the manager of the 
Board's financial analysis unit believes there is no way a school 
can teach what his analysts need to know. The best way is to train 
people in-house, or to "'grow"' analysts. The method they use is 
simple. First, a new employee works one-to-one with an experi­
enced analyst. Together they review the Texas Insurance Code, 
the statutes that govern insurance regulation, and discuss the 
meaning of terms and concepts so that the new analyst learns the 
basic vocabulary of regulation. Then, they work together on a 
financial audit. Under the watchful eye of the experienced analyst, 
the trainee follows the audit plan, through: 

• Valuation of assets; 
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• Strength of reserves; 
• Comparison of company assets to risks and exposure; 

• Transactions with affiliates; 
• Diversification of capital and surplus; 
• Company operations, particularly sources of premium; 

• Investment income; and 
• Reinsurance agreements. 

The senior analyst instructs the new analyst on each step, advising 
the trainee which ratios, formulas and analytical techniques to use. 
Then the new analyst completes a financial audit alone. The sen­
ior analyst checks the work, and offers additional guidance. Every 
two weeks, analysts meet to make decisions about potentially 
troubled companies in need of further regulatory action. From 
these meetings, new analysts gain exposure to a wide variety of 
information about the signs and symptoms of troubled companies. 

D. Recruiting 

A well-developed training programme can help an insurance de­
partment attract new recruits. However, a regulatory agency must do 
more than establish good benefits and wait for a steady stream of 
qualified applicants. Sometimes it is essential to go out and find can­
didates. That is why the Texas department has recently contracted with 
a recruiter who will tap into a wide variety of networks to identify the 
best-qualified applicants for the agency's job openings. The recruiter 
also will work with agency managers to identify the special skills which 
applicants must have for certain jobs. In addition, the recruiter will 
alert potential applicants to the benefits of working for the agency. 

E. Compensation 

In order to recruit and keep qualified regulators, they must re­
ceive compensation that is comparable with other industry groups and 
markets competing for their talents. Compensation is more than a 
pay-check. Career development opportunities, job security, and com­
petitive benefit packages all help regulatory agencies attract the best and 

brightest staff. 
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F. Planning 

Finally, succession planning must be part of a regulatory agency's 
human resources development programme. The Texas department 
suffered a tremendous loss because of a lack of succession planning. Jn 
19~8, several key managers and seasoned financial examiners took early 
retrrement. When they left, so did hundreds of years of ,..mstitutional 
memory'"'. Succession planning is common practice in the private sec­
tor. Individuals are recruited who can be specifically groomed to take 
over key positions. Until recently, this practice was not accepted in the 
public sector betause it involves pre-selection. However, succession 
plan_ning can work if it has a built-in mechanism to assure that people 
of different races, sexes, age groups and ability are chosen. 

While this paper has focused on the human resources challenges 
in solvency regulation, there are many other needs to be met if regula­
tors are to field a competent, motivated, well-trained work-force. The 
Texas insurance department has more than1 200 separate job titles. 
These include professionals such as lawyers, engineers and accountants; 
data ~roces~ing programmers; rate and statistical specialists; safety ~ffi­
cers; mvesttgators; researchers; planners; and communication and in­
formation management experts, to name a few. Any cohesive 
regulatory human resources strategy ultimately must recognize and plan 
for the recruitment, training, compensation and career development of 
such a diverse work-force. 

VI. BARR~!=RS AND STRATEGIES 

. Whil~ the experience of States such as Texas is useful for study, 
the m~emattonal market faces certain barriers for which this model may 
offer little guidance. First, in a literal and technical sense, insurance 
regulatory agencies, American companies and; international companies 
speak a different language. It is not enough to teach staff to speak and 
write Spanish, French or German. Work needs to begin at an interna­
tional level to adopt a common set of definitions for basic insurance 
terms and concepts, such as "insurer* and '"reinsurance". To be effec­
tive, countries must first be able to communicate in a common language 
and share a universal vocabulary. Secondly, standard reporting formats 
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or a uniform financial statement and standards of accounting need -to 
be adopted. Thirdly, an agreement is needed on_a stan~d curren~ (or 
currencies) for holding assets. Texas now requires ~en com~aru~s t? 
hold funds in United States dollars and in domestic financial mstt-

tutions. 

Efforts might begin through the establishment of training alli­
ances, exchanges, or partnerships, in order to assist developing co,untries 
in building an insurance regulatory system. For example, Texas is be­
ginning a mentoring programme with Mexico. The Government of 
Mexico is now allowing foreign investment in Mexican insurance com­
panies and is delegating rate regulatory authority to the compani~s. 
This will create new opportunities and challenges for regulators m 
Mexico. They have expressed an interest in the way rates are regulate~ 
across the border in the United States. When a department head ts 
named in Mexico, the Texas department has offered to begin a co­
operative training and orientation effort. 

VII. CONCLUSION 

The challenges and opportunities afforded by the advent of "EC 
1992" are enormous. If Toffier's image of the future comes to pass, 
insurance regulators and insurance companies alike will have to func­
tion in a "'super-symbolic, knowledge-driven" eco~omy. To s~ay 
abreast, they will be forced to dismantle obsolete theone~ and custo~e 
products in an increasingly flexible financial system ~uilt on a vol~tile 
world capital market. No longer will they be dealing m a self-contamed 
national economic setting or focusing on provincial interests alone. 

For human resource managers, the challenge will be to be ready 
for the inevitable changes. Through their own experience of working 
across jurisdictions to achieve common purposes, insurance regulators 
in the United States have a great deal to offer in this regard. They also 
have a great deal to learn about the international community. Spon­
sorship and co-operation on human resources de~elopme~t under the 
auspices of such forums as the NAIC and the Um~ Natto~s Confer­
ence on Trade and Development are ways that the mtemat1onal com­
munity can work together to solve common problems and achieve 
common goals as the wQrld moves ever closer together. 

f 
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INITIAL TRAINING AND CONTINUED TRAINING 

J.A. Wheeler 

BACKGROUND 

The critical competitive_ and restructuring pressures facing the 
insurance business in the 1990s call for a set of responses to induction 
training and continued training which need to be detennined now. 
What are the time bombs which exist in the labour market in the 
United Kingdom and other parts of the single Europe which are going 
to force more companies to improve their induction training and con­
tinued training? They include: 

• The demographic situation, arising from the excess of labour de­
mand over labour supply; 

• The skills gap, arising from the increasing skills and technical 
content of work; 

• The gender gap arising from the fact that many newcomers to the 
labour market will be mothers returning to work; 

• The ethnic gap arising from the fact that ethnic minorities will 
form a growing proportion of the work-force; 

• The revenue gap arising from payroll costs attributable directly to 
an ageing population requiring higher welfare benefits. 

On top of these problems, the pace of mergers and acquisitions 
within the insurance industry is likely to accelerate over the next five 
years or so. Many of the larger multi-national insurance organizations 
will embark on substantial programmes of nationalization, leading to 
economies of scale. Companies will become more competitive in order 
to survive; others will improve their efficiency. Some will suffer cor­
porate deaths. 

Governments will need to be active in the areas of: 

• I Iigher rates of participation in education; 
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• 
• 

Extensive retraining of disadvantaged groups; 
Equal opportunities policies. 

Set against this backcloth, insurance organizations could eith~r 
offer higher pay to their work forces of the future or else lower their 
standards and qualifications but these measures will only offer a short­
term solution. It is far better to improve training and development and 
to introduce productivity-enhancing work methods. 

The three major developments which are expected to occur 
across Europe and which will have an impact on training needs are: 

( l) Fewer school leavers; 
(2) Increased number of older workers; 
( 3) Rising female participation rate. 

With this in mind, employers will need to pay special attention to both 
initial training and continued training. 

I. INITIAL TRAINING 

As regards initial or induction training, the major task of an em­
ployer is to integrate the new employee into the business so that he or 
she begins to make a contribution as soon as possible. This does not 
mean merely providing training in the specific skills of the job but im­
plies I?reparing the new employee generally for his or her responsibilities 

in the organization. 

It was once believed that it was necessary only to show a new­
comer the job that he or she was engaged to do and then set him or her 
to work. The assumption was that new employees would work within 
their own cocoons and would not be concerned with what went on 
beyond their particular sphere. In recent years, it has been acknowl­
edged that employees must be better prepared to take their places as 
members of the community forming the organization. This means 
providing them with considerably more information about the business 
and their place in it. Most insurance organizations therefore regard 

properly organized initial training as essential for all new entrants. 
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Many go as far as to arrange talks by their top management on the first 
day of work or soon after. 

Induction training thus consists of two main facets: introduction 
to the organization and its activities; and initial training for the specific 
job. The former is logically the responsibility of the personnel and 
training function, while the latter is a line responsibility. Thus managers 
and supervisors should be discouraged from trying to shift the burden 
for specific job training on to the training department. 

Company rules and regulations, including absence and sickness 
l 

procedures, safety policies, general services and career prospects do need 
! 

to be covered. The newcomer has to be intrpduced to departmental 
colleagues and to work systems and procedure~. Job performance has 
to be monitored and coaching is required. It will be seen that induction 
training does not cease on the day a newcomet joins the organization. 
It is important to think of it as a continuing ~ctivity. Moreover, it is 
unrealistic to believe that everything can be leatjit in a few days. Joining 
a new organization can be bewildering to say t1'e least. A quality initial 
training programme will produce good results. · 

Of the many initial training prograrnmefi studied, the best ones 
seen have been those which give the new entrarit a thorough introduc­
tion to the organization, lasting two or. three days, whereupon an ap­
pointed coach made personally responsible for the initial development 
of the new entrant takes over. This initial programme covers a period 
of six months for non-technical staff and up to two years for technical 
staff. A training prograrruu.e is devised for the individual employee, 

l 
each month the coach and the employee meet tQ discuss progress during 
the previous four weeks and to set objectives for the next four weeks. 
Progress is entered in the employees personal development register and 
signed by both coach and employee. Every three to six months, the 
register is reviewed by a senior manager. During this period, the em­
ployee is encouraged to study for examinations which will attest to a 
good basic knowledge of insurance principles and lead further into the 
specialized technical areas of insurance. 

Management involvement and interest' is vital for the initial 
training to be successful. Training is not a 0 spectator sport". 
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II. CONTINUED TRAINING 

With regard to the future needs of the insurance industry in 
countries throughout the world, it is indisputable that the know-how 
content of jobs will increase. The model of training, sometimes referred 
to as the remedial model, distinguishes between acquisition of skills for 
improving performance on the current job and developmental prepara­
tion for the next job; it provides a systematic and pre-defined balance 
between on-the-job and off-the-job training. A distinction is made be­
tween training for improved work skills and training for acquiring the 
requisite attitudes for teamwork. The remedial approach views indi­
vidual employees as having some basic deficiencies which prevent them 
from being effective at work. Accordingly, training is primarily directed 
at overcoming these short-comings. This approach is increasingly los­
ing ground because it is inconsistent with three developments: 

(1) The growing need for productivity improvement; 

(2) The emergence of know-how as a prime resource; 

(3) The growing need for nurturing those attitudes which are condu­
cive to team-work. 

Like musicians, employees in a business such as insurance -
where know-how is paramount - have to be nurtured and their efforts 
orch(lstrated in an organizational setting that encourages creativity, 
professional advancement, self-expression and autonomy, while re­
maining within the parameters of team-work and corporate objectives. 
Insurance organizations must develop a culture that is open, 
communicative and participative such that employees are encouraged 
to identify their own personal interests with those of the insurance or­
ganization, in the same way that musicians identify with their orchestra 
without sacrificing creativity and individuality in the process. 

The successful insurance organization of the future will empha­
size a developmental approach to continued training. Whereas the re­
medial approach puts, in order of importance: 

(a) Knowledge; 

Initial training and continued training 

(b) Know-how; 

( c) Attitudes and skills. 

The development approach changes the order to: 

(a) ".',ttitudes and skills; 

(b) Know-how; 

(c) Knowledge. 
) 
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This complete reversal reflects the emerging reality that know­
ledge has to be acquired continuously throughout the individual's 
workin~ _life _because of new technologies, new products and growing 
competition m a dynamic environment. 

Learning is, first and foremost, self-discovery: the development 
of love of learning, and learning how to learn. 

The developmental approach needs to be fbcused on three areas: 

(a) The development of skills for improved effectiveness in the 
current job, achieved through on-the-job continued training as 
well as learning by doing; .. · 

(b) Professi?nal development to widen the knowledge base, so as 
to enhance mtellectual and problem-solving skills; 

( c) Personal development so that correct attitude and corporate 
culture formation can take place. 

This approach puts the emphasis on each element of education and 
training systems, both on-the-job and off-the-job, as well as training for 
skills, professional development and personal development. In the fmal 
~alysis, the balance in all these respects depends qpon the occupational 
crrcumstanc~s of employees, the extent and quality of in-house training 
and the quality of centrally provided training. 

l 

Insu~ce technical know-how will proba*y have to be devel-
oped on an m-house basis so as to create niche J:tlayers leaving central 

l 
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providers of training, such as the CII College of Insurance, to provide 
a sound foundation on which to build continuous training and thus 
complement, where necessary, the corporate efforts of skills' develop­
ment, professional development and personal development. 

Insurance organizations will have to take enterprise-based train­
ing far more seriously than they have so far. They have not already 
done so because such training is expensive and the output is difficult to 
measure. As a result, training has usually been treated as a 'soft' area 
in corporate financial budgets. 

Some insurance managers say they are committed to training and 
developing their staff but when the going gets tough, the first item cut 
is the training budget. Training and development of staff is essential for 
a healthy, competitive and successful insurance industry. Relatively, the 
banking sector spends more on training in terms of human and financial 
resources. Years ago banking was viewed as another type of financial 
service, but with liberalization of services, insurance is ·now in compe­
tition. With regard to training, a saying frequently quoted in the United 
Kingdom summarizes the position perfectly: *If you think education 
and training are expensive, try ignorance!•. So as to optimize this effort, 
it is essential to have a framework that integrates business and human 
resources planning. Within it, continued training and development 
should be finnly focussed on business imperatives. 

Ill. NEW CHALLENGES AND OPPORTUNITIES 

The new thrust of the 1990s, spearheaded by the Single Market, 
will accelerate the trend towards customized products and services. The 
next decade could be the know-how decade - the one in which business 
success will come to those who have the competitive edge in develop­
ment, deployment and management of know-how. Those who invest 
wisely in training their staff to improve their skills, know-how and per­

sonal development, will stay at the forefront of successful organizations. 

The requisite investment in training must confront the challenges 
of the 1990s and niake provisions that are at once comprehensive, re­
sponsive and motivated. In the past year or two, the focus had turned 
away from insurance training. Training had become the Cinderella of 
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corporate plans. Everyone remembers that in the end Cinderella did 
go to the ball, and she did marry the prince. In fact, poor Cinderella 
fared rather better than her two sisters. It is true she had a fairy 
godmother who waved a magic wand but her fairy godmother did not 
really change Cinderella - all that happened was that people were able 
to see her true values. 
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TRAINING NEEDS ANALYSIS 

Sherif H. Khan 

I. THE APPLICATION OF THE TERM TRAINING NEEDS 
ANALYSIS 

The term "thtining needs analysis" is a v,ery broad one that em­
braces the needs analyses of several areas, entitit;s or groups all of which 
impact on training. When applied to educatiop. and human resources 
development, in the field of insurance the anal)i;is of training needs en­
compasses the trainers themselves, the individual companies, insurance 
industries or, in more global terms, the insu*e industries of devel­
oping or developed countries. A discussion of the term could be re­
stricted to the methodology employed in carfying out analyses, but 
because of the nature of the present forum thisjassumption will not be 
made; furthermore such a limited approach wbuld exclude important 
aspects that impinge on needs analysis with widtr implications for those 
attempting to carry out such an exercise. 

No analysis would be complete without ~ assessment of training 
resources and the presence of existing teachingl resources; their quality 
and availability provides the basis for any seriotJS advance in education. 
This is an inherent part of at!)[ analysis. 

An analysis of individual entities must taJie into considerat1on the 
variety of insurance organizations and compaipes each with needs in 
specialist areas. There are life insurance, genCfaI insurance and com­
posite companies, trade and professional associations, captive compa­
nies, reinsurers, brokers, loss adjusters, ~laims administrators, 
consultants, regulatory bodies and companies \vhich transact a single 
major line of general insurance . business, f<>r example automobile 
insurers. Further, when dealing with life, gene$} and composite com­
panies, it is necessary to subdivide the sales brce from home office 

1 

personnel. A training needs analysis confined tp a company or one of 
the other organizations mentioned is best left td be carried out by such 
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a company or organization, because such analyses will deal with the 
specific needs of a .limited number of personnel. An overall training 
needs analysis is more appropriate to the industry as a whole. 

As it is the developing countries which lag so far behind devel­
oped countries in insurance education and available resources, this pa­
per will be devoted to the insurance industries of third-world countries. 
The significant contribution made by developed countries shquld not 
be ignored, however. Their progress is always a potent yardstick by 
which to judge progress and it is sincerely hoped that the developed 
countries will continue to contribute. 

This paper will not deal with the training of the field force. This 
is a highly specialized area where the emphasis is on sales technique and 
product knowledge. Progress is linked to a reward system with tangible 
incentives. Motivational exercises, knowledge of sales phsychology and 
various aspects of marketing are further elements. Exclusion of this 
area, however, does not imply that training needs analysis for this group 
is unimportant. Indeed, the effectiveness of well-trained sales interme­
diaries is a correlative of success in the practice of many countries. For 
the training needs analysis in itself, the objectives are similar to those 
for all groups; only the information sought has a different emphasis. 

The model used in dealing with the topic is that of Trinidad and 
Togabo; the author was the representative of this country at the semi­
nar. On the basis of the number of insurance companies transacting 
business, the number of persons employed in the industry and because 
of the author's personal involvement in insurance education in the re· 
gion, it can be said that the Trinidad and Tobago market is one of the 
most intensive in the region, and much of what is covered in this paper 
is applicable to the larger English-speaking islands in the region, as well 
as Guyana. The smaller islands will be treated later. Training needs 
analysis will be appro~ched from the perspective of the home-office staff 
of the insurance industries of the developing countries in the Caribbean 
region. 
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II. OBJECTIVES OF TRAINING NEEDS ANALYSIS 

All training needs analyses, regardless of how widely the term 
ap_rlies to insurance education, have common objectives. They com­
pnse: 

• 
• 

• 

• 
• 

Assessing the quality and quantity of trainers; 
G~uging the demand for insurance education and for various types 
of tnsurancc prpgrammes; . 

Planning future strategies to deliver pertine~t insurance education 
on a cost-effective basis; · 
Ascertaining demand for training at various levels; 
Eliciting the philosophy of employers towards insurance education 
and the development of human resources. 

Ill. FACTORS AFFECTING TRAINING NEEDS ANALYSIS 

Of great relevance is the climate in which !the analysis is carried 
out. Several factors, both external and internal, will affect the exercise. 

A. External factors 
i 

Some of the external factors affecting training-needs analysis in­
clude: 

• 
• 

• 

• 

International economic ruid political developments; 
Influence and importance of foreign insurance qualifications and 
changes in foreign programmes which affect local insurance edu­
cation; 

The willingness of foreign reinsurers to improve the technical and 
training resources of the countries in which they do business; 
The marketability of foreign' qualifications in developed countries . 

A further discussion of these factors follows. 
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1. International economic and political developments 

International economic and political developments eventmt~Y 

impact on third-world countries. Tension in the Mi~dle Ea~t and its 
effect on oil prices means that developing countries which are importers 
of oil and oil-based products must revise their national budge~s to ca~er 
for these developments. The breakdown of long-established ideologi~s 
will result in a diversion of aid to those countries where the dono~s will 
realise improved returns on their investments. The freedom of msur­
ance services and companies to establish themselves amo~g the 
European Economic Community countries w~ rende~ the C~bbean 
insurance markets no longer as important to 10ternat10nal remsurers. 

This problem will be further exacerbated becau~e the area is P~~ne ~o 
natural disasters such as earthquakes and humcanes; lately civil dis­

turbances have occurred in Trinidad and Tobago. 

With limited access to international reinsurance the acceptance 

of large commercial risks will become diflicul~ for the insu~ce ~dus­
try, entraining a contraction in business. This could result. m remsur­
ance coverage being sought in less stable markets. These concerns are 
not confmed only to the Caribbean countries, but could al~ apply ~o 
most small developing countries. A training-needs analysis conurus­
sioned in such an environment must consider the impact of these fac­
tors. Given the uncertainty of the future, one other detrim~ntal_ effect 
could be the drain on existing human resources through ermgration to 

countries where the future is considered brighter. 

2. Foreign insurance qualifications 

Foreign insurance programmes have long been held in high re­

gard in the Caribbean. This may have come about because a lack of 
formal training programmes in the local markets had created a d~mand 
for personnel with some insurance knowledge and, in such circum­

stances the irrelevance of certain parts of the foreign programmes, es­
peciall; the legal aspects, was ignored. The general insurance sector and 
the brokers relied on British programmes, while the life insurance sector 
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used North American programmes, preferences linked to the traditional 
origins of each sector. 

However, changes in these programmes and the intransigence of 
foreign institutions to adapt their programmes to meet the local de­
mands have resulted in a gradual change in attitude towards them. 
There is a move underway to develop a Caribbean insurance qualifica­
tion that will cater for national needs at all levels of an insurance com­
pany and serve in all English-speaking countries in the region. Foreign 
programmes will not be excluded. Many of those who have qualifica­
tions gained through foreign programmes are the decision-makers in 
insurance companies; their philosophy and attitudes towards a local 
educational thrust will affect the conclusions of a training needs analy­
sis. 

3. Impact of international reinsurers 

Foreign reinsurers presently make signific~t contributions to­
wards enhancing the technical resources of the industry. They do this 
either through actual training or through tangible support. However, 
their training is offered in areas that optimizti their returns; their 
partiality restricts the scope of such training. It· will be necessary to 
analyse the effects of these inputs in an effort to harness and direct re­
sources to areas where they will be most effective. A reduction in such 
inputs is also an important consideration. 

4. Marketability of foreign qualifications 

Throughout the greater part of the pbsent century, the 
Caribbean peoples have been migrating to develo~d countries in search 
of: "a better life and greater opportunities for their offspring". This urge 
to migrate has not diminished significantly. The licquisition of foreign 
qualifications provides both a career boost and further stimulation to 
migrate. Persons with foreign qualifications who find vertical mobility 
restricted in their cpmpanies may continue to wQrk locally until they 
have acquired experience. With most of the countries in the region 
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. d. · y qualified people are 
suffering from adverse economtc con 1t10ns, man . 

1 
. thus depleting already scarce trained human resources. With a 

eaving, . h · t d 
foreign qualification matching the country to which they ave ~gra_ e ' 
they usually have little difficulty in obtaining employm~nt which gives 
them better terms and conditions than they could obtain anywhere lo-

cally. 

• 

• 

• 
• 

• 

• 

• 

B. Internal factors affecting training needs analysis 

Some of the internal factors are as follows: 

Availability of human and financial resources for carrying out the 

analysis; h 
Toe number and variety of insurance companies and ot er 

insurance-related organizations; 
Toe state of the local economy; . 
The philosophy of company executives as regards insurance edu-

cation; . d · the 
Toe presence of a group of persons for insurance e ucation or 

xistence of a formal training institution; 
~e general state of knowledge of insuran~e in the ~ark~t and th~ 
knowledge and perceptions of the population regarding insurance, 

Population demographics . 

These factors will be discussed further below: 

1. Availability of human and financial resources 

Toe available human resources will determine the extent_ ~d 

depth of the analysis of training needs. By this is meant not the tr~g 
resources but rather the attributes of persons carrying out the exerc1~e. 
Finances, are an essential element to consider as the costs of the_ ex~rc1~e 

b d Whatever method is employed for .the analysts, it will 
must e covere • · out 
entail interfacing with senior insurance personnel; person~ c~ing 

h 
. e must know how to conduct themselves. Specialists are also 

t e exerc1s 
needed for assessment of the data collected. 
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2. Variety of insurance and insurance-related entities 

A list of the various types of insurance entities in the insurance 
industry was given above. In analysing the needs of the market, it will 
also be necessary to analyse the needs of organizations not actively 
trading in insurance but providing ancillary services; for instance loss 
adjusters. It will be necessary to find a common base for initial training: 
or the lowest level at which training should begin. lnf ormation con­
cerning the educational background required for new entrants into the 
clerical, technical a.J;ld supervisory levels of all insurance organizations 
will·. serve as a starting point for the development of training 
programmes . 

3. State of the local economy 

The local economy and gross national product affects the aggre­
gate spending power. In recessionary times of under other adverse 
economic conditions, general insurance companies usually suffer a 
contraction in business and poor underwriting results. Rate cutting 
often occurs at such a time as well as an increase' in claims. Life insur­
ance companies in similar circumstances have to deal with increased 
lapses of policies, loans against.policies and policy surrenders, as well 
as a lack of investment opportunities. Brokers lace a lack of capacity 
in such a treacherous market. Any laying-off of staff indicates that the 
company is facing problems. This engenders a ladk of public confidence 
in the institution and leads to a downward spiral ending in closure or 
state intervention. In such an environment, it is better to defer any 
analysis of training needs because participation fu. the exercise will be 

j 

affected and the results will not be representative. In such circum-
stances, companies are primarily concerned with survival. 

4. Philosophy towards insurance education 

The educational philosophy of many of the decision-makers in 
the insurance business in the Caribbean leaves r a lot to be desired. 
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While they may pay lip-service to education they are often not suffi­
ciently committed to do much. In many cases the prople involved have 
had no formal training nor have they ever perceived the need to educate 
themselves in insurance matters. Many come from economically pow­
erful groups in the community or through racial preferences, family 
connections or many years of experience have found themselves in key 
positions. Qualified personnel in such circumstances may have little 
chance to progress vertically, although they may find that they are ex­
pected to extend themselves horizontally through increased responsi­
bilities, a situation fraught with frustration. Notably there are no 
incentives for self-development nor are there any structured career 
paths. This factor has led many companies in the region to show poor 
growth or borderline profits and to indulge in insurance practices that 
are generally frowned upon in the insurance industry. These decision­
makers cannot be convinced as to the value of insurance education. 
The writer has had first-hand experience in this regard, as head of a 
specialist insurance teaching institution which is supposed to be sup-' 
ported by the industry but which faces perenial struggle of Herculian 
proportions just to remain in operation. 

5. Existence of formal training entity 

The existence of a training institution or of a group of persons 
interested in insurance education is an advantage; indeed it is central to 
the introduction of any training programme suggested by a training 
needs analysis. However, the absence of such entities does not preclude 
the carrying out of an analysis. An analysis will certainly indicate 
whether there is a demand for creating some formal entity. 

In the Caribbean region an association of the five existing re­
gional institutes has recently been formed. These institutes are respon­
sible for insurance education in the countries where they are located. 
One of the objectives of the association is to stimulate the development 
of insurance education on the smaller islands. To this end, persons on 
each island willing to initiate this activity have been identified. Since 
most of these countries cannot sustain an institute of their own, the 
association is willing to send lecturers to these islands on a non-profit 
basis in order to initiate basic training exercises. So as to do this etf ec-
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tiv~l~, the persons selected on each island will themselves carry out 
trauung needs analyses in their own countries. 

6. General state of insurance knowledge of the community 

I~ insurance is taught at secondary school level and students can 
pursue rnsurance studies at the tertiary level then . b . , rnsurance as a career 
can e a consc10us choice. Unfortunately this •·snot the c . c "bb . ase rn most 

an . ean countnes, although there are moves afoot to initiate the for-
mulat10n of such a ptogramm Th I k f . e. e ac O any programme means that 
the level of rnsurance knowledge throughout the e 1· . al 
1 

. . n rre region popu-
atton 1s extremely limited. Indeed the public nl be · . ' o Y comes aware of 

rnsurance either through having to take out a policy r 1 . . . 1or compu sory 
motor rnsurance, mvolvement in a claim or upon· heann· d d" . ' g a verse me-
. ta. re~rts about msurance. Even those who govern the area have a 

limited ~su~ance knowledge. This makes the approach to Government 
for sanct10~g the development of insurance education and its fund· 
an uncertam one. , mg 

. Government involvement in any exercise irelated to trainin is 
vital. Where there _is a lack o_f knowledge of insurance in the populat~on 
at large, coupled with no baste training the tr-'-'_Jg ne d al . , <WWJ e s an ys1s must 
gauge the scope of training needed and whether there are sufficient re­
sources to cover a wider demand than simply that of the industry itself. 

7. Demographics of the popul~tion 

Whereas in de~eloped countries there is an;increase in the num­
ber of aged persons m the population, with a decline in o _ 
sons the o ·1 . . . . y unger per 

. , ppo_s1 e situation prevails rn the countries of the Caribbean 
region. There is overall high unemployment exacerbated each year by 
t~e thousands of school-leavers who are seeking employment. The re­
gihon therefore has an employers' market where labour is relatively 
c eap. 

. The ~oup of school-leavers is made up of ;oung persons with 
vanety of skills, some with basic qualifications and other talents. , l · 
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training needs analysis should take this group into consideration and 
explore in the analysis the willingness of insurance employers to provide 
and fund basic insurance education for interested persons in the group. 
Such a programme will enhance the image of the industry, increase the 
insurance knowledge of the young population and could have a potent 
influence on government support. 

The foregoing external and internal factors need to be _carefully 
considered in the strategy and design of the training needs analysis be­
cause they will have a significant impact on the results of the exercise. 

Ill. METHODS FOR TRAINING NEEDS ANALYSIS 

The analysis can be carried out using surveys, interviews or 
questionnaires or a combination of these methods. The decision as to 
what method to use will depend on the available finances and man­
power. The use of random-sampling techniques is inappropriate, es­
pecially for small industries. Questionnaires have been found to be the 
least expensive and most appropriate method for small countries. 

The group responsible for the exercise must be comprised of 
persons who have a particular interest in insurance or insurance educa­
tion. These are important motivating factors. Other personnel should 
include a statistician. The first priority would be to formulate objectives 
for the exercise. This step is important because the questions will be 
designed in the light of these objectives. A great deal of thought must 
be given to the design and content of the questionnaire. Some pertinent 
questions that could be included are as follows: 

• 
• 

• 
• 
• 
• 

• 

Existence of formal in-house training programmes; 
Existence of in-house programmes undertaken by external lectur­
ers; 
Amounts allocated to training; 
Presence of incentives for self-development of personnel; 
Pathways to vertical progress; 
Requirements for employment in clerical, technical, supervisory 
and management areas; 
Existence of persons who are able to teach; their number, quali­
fications and experience; 
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• 

• 
• 

• 

• 
• 
• 

• 
• 

Availability of any in-house training needs analysis done or 
planned; 

The importance of foreign qualifications; 
Interest in supporting and funding msurance education for 
schoo I-leavers; 

Response to the development of a national certification 
programme; 

Pr~f~rence as to the duration of programmes, the levels and scope; 
Willingness to release staff to attend external courses· 
Willingness ~o take advice in developing in-h~use training 
programmes; 

W~gness to support a local insurance training institution; 
Philosophy towards insurance education . 

. T_his list of possible questions is not exhaustive but is offered as 
a guideline. The objectives of the questionnaire prepared for Trinidad 
:t°d Tobago dictated the design and content of the questionnaire. For 
mstance, it is necessary to identify the level of the person to whom a 
questi_onnaire is directed. Such a person must necessarily be in a re­
sponsible or senior position. This step is also qecessary for any future 
contact. 

As many completed questionnaires must be collected, it will be . 
necess3:fY to set a date for completion and return of the questionnaire. 
Analysis of the responses must then be carried out and a discussion 
pa~er pr~pared. This is the point at which respondents are called in for 
a discu~sion of the results and tQ formulate recommendations. It is on 
the basis of the recommendat10ns that the subsequent step would be 
taken. 

IV. CONCLUSION 

. . In the foregoing paragraphs several factors affecting the comrnis­
siorung of a training needs analysis for the insurance industry in third 
world countries have been discussed, followed by an appraisal of the 
most relevant ~ethod to carry out the exercise. pie factors highlighted 

are n_ot neces~y relevant to all countries, but ihany of them apply to 
certain countnes. Unless the background against which a training needs 



36 Human resources development in the field of insurance 

analysis is conducted has been thoroughly investigated and considered, 
the entire exercise may be undermined. As regards the method, ques­
tionnaires were found to be appropriate in Trinidad and Tobago; these 
will also be used in other countries of the region after slight changes. are 
made. Each particular country must detennine the most appropnate 
method in terms of its resources and objectives. 
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TRAINING DESIGN METHODS APPLIED TO THE 

CREATION OF DISTANCE LEARNING MATERIAL 
(SUMMARY) 

Roberta Pittaluga 
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Ideation and the development of teaching projects, coherence in 
the relationship between teaching methodologies and tools, the appeal 
to more than one sense in all educational toots, and - integration of 
distance teaching \\ith classroom activities - these arc the subjects of this 
account. These aspects may seem very technical or of concern only to 
specialists, but they are precisely the points o~ which the success or . 
failure of a training course largely depends. 1 

Etymologically, the French word enseigner (to• teach) means 
mettre un signe dam (to put a sign into) and /brmer (to train) means 
donner une forme (to give a shape to). How does one ;,put signs into" 
students? How do we "'give a shape to" that which does not yet have 
one? 

A good teacher, to perform his task, m~t have many personal 
qualities, some of them innate. However, a ~ part of successful 
teaching depends on the preparatory work whith precedes the actual 
training. By this is meant the "knowledge models• selected and also the 
teaching methodologies and tools derived from them. 

How can training courses and programmbs be made always in­
teresting, so that the persons attending never look out of the window 
but learn - well and with unflagging pleasure? Tfiat is the first question 
which a training institute must ask itself. ' 

At IF A, the vocational training company ~th which the author 
is associated, responds to this question by inv\:sting' liberally in the 
preparation of teaching projects. Teaching pro~s and plans - that is 

I 

the whole set of methodologies and tools throutJi which learning ob-
jectives can be attained - are at the very heart of the company's activ­
ities. 
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A course is made effective through the way in which teaching 
techniques are associated with th: medi~ or_ instruc!ional tools su~­
porting them. The company's basic prerruse 1s that, m or~er to attam 
maximum effectiveness, more than one channel of perce~t10n m~st be 
stimulated in students so as to induce them to take an mterest m the 
knowledge acquisition process. 

Through experiments, it has been discovered that, on average, a 
person retains 1 o per cent of what he reads, 20 per cent of what he 
hears 30 per cent of what he sees, 50 per cent of what he sees and hears 
at th: same time, 80 per cent of what he says, and 90 per cent of what 
he says after discussing, evaluating, elaborating, etc." Consequently, o.ur 
watchword is: "USE MORE THAN ONE SENSE· 

At IF A, training course projects always begin wi!~ the _identifi­
cation and setting of teaching objectives; these may be d1V1ded mto five 

categories. 

(a) Acquisition of theoretical knowledge; 

(b) Acquisition of operational skills; 

(c) Acquisition of the intellectual ability to act and to solve prob­
lems; 

(d) Acquisition of the intellectual capacity to understand complex 
phenomena; and 

(e) Acquisition (or modification) of interpersonal behaviour pat­
terns (changes of attitude). 

This classification breakdown is of enormous value to 
programme developers, because it makes ~t m~ch easier to ~re~are 
teaching projects built on a coherent relationship between ob1ect1ves 
and methods. 

For the acquisition of various levels of intellectual_ capacity _or in 
order to produce changes in attitudes, appropriate teaching techniques 
must be used. 

For example: 

Training design methods 39 

• So as to impart theoretical knowledge (i.e. concrete, clearly defined 
concepts), the lessons used must be followed by text exercises 
based on the ideas learned; 

• For the mastery of operational skills (application of _rules and 
performance of tasks), practical exercises are chosen, preceded 
and/or followed by either brief introductory lessons or lessons 
which are more advanced; 

• For the acquisition of intellectual skills of the kind needed to solve 
. simple problems, practical exercices can be performed then rein­
forced by theoretical explanations; 

• For acquisition' of the intellectual capacity to understand complex 
phenomena (cognitive strategies), the· case-study method is used, 
along with lessons to enable the student to mtegrate different sets 
of intellectual skills; 

• So as to change attitudes and modify behaviour, role-playing 
games may be selected that highlight and 'evoke_ the theoretical 
knowledge. 

A distance training system using the audio-book and the Socrates 
programme (computer testing of knowledge acquired) is an example of 
this. What is an audio-book? It is a distance iraining tool used for 
imparting theoretical knowledge. The principle t>f "listen and look at 
the same time" forms the basis of the audio-book, a device that offers 

I two major practical advantages, namely: 

• It can be distributed to a large number of risers (and is thus par­
ticularly suitable for basic-training in sales networks); 

• Training costs are reduced by decreasing the number of days a 
student spends attending classes. 

The audio-book consists of two parts: audio-cassettes on which 
the lessons are recorded for playback and a textbbok containing num­
bered pictures referenced to the casette. The stmllent obtains this ma­
terial together with operating instructions and each student then uses it 
according to his abilities and the time available fdr study. The audio­
book is a very flexible instructional tool in that it is perfectly adaptable 
to individual rates of knowledge acquisition and ~an be used in quite 
varied ways. Students may devote only a few mµiutes to a lesson, or 
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concentrate for an hour, depending on personal habits and character­
istics. 

The student works as follows: he listens to the cassette, which 
tells him which picture to look at; as he hears the message he has before 
him the book containing the designated pictures. Thus he listens and 
looks at the appropriate pages of the book at the same time, thereby 
combining visual and auditory stimuli. The audio-book is divided into 
short lessons, each preceded by a synopsis of the subjects to be dealt 
with, then followed by a recapitulation of the lessons. 

Techniques required for designing an audio-book comprise: 

• The ability to rework technical material from the standpoint of the 
listener or reader; 

• The ability to write the theoretical parts in any easy flowing style 
(the cassettes are not recordings of a random talk, but rather the 
end-product of patient drafting); 

• Above all, the ability to design visual representations that explain 
and never serve merely a "decorative" function, both facilitates 
comprehension and stimulates memorization. 

The success of the audio-book hinges on its ease of use, sim­
plicity of equipment (all that is needed is a tape recorder), and the rigour 
of the teaching plan and the instructional tools selected. 

The IF A model APPLIED provides for the following stages: 

(a) Identification of the subjects to be covered; 

(b) Weighting of the subjects according to the importance attached 
to each teaching objective in the module or lesson; 

( c) The choice and distribution of exercises, examples and pictures 
arc made according to the importance of each subject; 

(d) Graphic ideation and drafting of the text or "story board". 

Simple, practical, flexible and in line with users' requirements -
these characteristics were paramount in the example tabled at the sem­
inar. This aim can be extended to all training programmes. These 
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programmes have made it possible to spread knowledge of insurance in 
lt~y over the course of the past 10 years during which IFA has been 
active. 
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Annex 1 

EXAMPLE OF AN AUDIOBOOK IN THE INSURANCE 

CONTRACT 

The sequence will be: 

• Historical development 
• Article 1882 of the Civil Code 

, • Distinction between life and non-life branches 
• The principle of indemnity and the rule of proportionality 
• The risk and the declarations of the contracting party 
• The subject matter of the contract and the payment of premiums 

Weighting of the subjects and distribution of exercises, examples, pie-

tures, etc.: 

Weight-
ting Exer- Exam- Pie-

Subjects (/-2-3) cises pies tures 

Historical development 1 2 

Art. 1882 of Civil Code 3 4 4 10 

Distincion between life 
and non-life branches 2 2 3 4 

The principle of indemnity 3 6 6 15 

The rule of proportionality 3 5 5 12 

The author of the project then proceeds to the fourth stage (story 
board) by drafting the text (which will be recorded on a cassette) and, 
at the same time, choosing the pictures to back it up. This is generally 

done by teamwork with visual arts professionals. 

This method of producing projects also enables us to prepare, with high 
precision, the part concerned with monitoring the acquisition of know-

ledge. 

"r 
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It shoul~ ~ noted ~ere that, in our opinion, the best way of using dis­
tance trauung tools 1s to alternate them with classroom activities. 

!fere is a typi~al case in which the problem is solved by distance train­
mg, as shown m the following diagramme: 

I 

First meeting I May be replaced by an 
instruction manual 

; 

l 

Audiobook on the con-
tract of insurance 
plus monitoring with · 
Socrates Programme 

l 

2 days in class I For mt>nitoring the acqui-
sition 6f knowiedge, 
strengt~ening weak points 
and in,roducing the next 
subject (life) 

;• 
,.,.r·· 

Life Audiobook 
plus Socrates 
monitoring 

-i 

3 days in class j Ditto t initiation into 
the sale of each 
specifio product 
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In effect, the student completes an electronic questionnaire which: 

enables him to check, personally and independently, his level of 
knowledge by obtaining from the programme an ind~cation of the 
correctness or incorrectness of his replies, together with comments 
and advice concerning those replies; 

• 

• enables the instructor, ·during the "follow-up" stage in the class­
room, to ascertain quickly the level of knowledge attained by stu­
dents and hence to decide which subjects need to be gone over 

again and consolidated. 
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TRAINING OF TRAINERS 

Lynn G. Merritt 

In preparing for this topic, an old proverb came to mind: "If you 
give a hungry man a meal, you feed him for a day; if you teach him to 
fish, you feed him for life". This message summarizes very well many 
of the activities of the United Nations. Certainly, the Organization is 

I 
involved in providing immediate -and direct assistance when needed. 
However, the United Nations Organization has ,ecognized that long­
term solutions often require education and trainiQ.g, so that people can 
improve themselves and move towards self-suffici~ncy. 

Participants in the seminar have heard valuable presentations on 
various aspects of training, needs analysis, methodology, curriculum 
development, training techniqi:ies and media selt<:tion. All of those 
topics are intended to improve the learning experiqnce for the employee. 
Attention will now be turned to the insurance company trainer, with a 
discussion of training for the trainer. In this rega.td, some key findings 
from two recent studies merit attention. 

i 
One study entitled nlnsurance Industry Futqres: Setting a Course 

for the 1990s", was conducted 'jointly by the Lifd Office Management 
Association (LOMA) and Arthur Anderson and d:ompany. The study 
concluded that personnel at each level of an insµrance company will 
require a very different set of skills and knowledgq. Changing products 
and technology also will spur a need for higher expenditures on educa­
tion and training. lbat concl~sion has already \become apparent in 
many insurance companies. 

• At the management level, there is an emphains on improved ser-
vice while still controlling costs; l 

• At the professional level, underwriters and c~aim specialists work 
with computerized programmes known as "e*pert systemsll; 

• At the higher levels of a company, word proj;essors and personal 
computers are fast becoming standard items qn employers' desks. 
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The second study, conducted by LOMA with the firm of Arthu; 
D. Little, Inc., is entitled *Human Resources: Today and in the Future • 

One of its key findings states: 

"Today, training is becoming the tool - possibly the only tool - that can give 
your organization a self-renewing human resource and a steady stream of new 
workers. To remain competitive and attract the winners, your company need~ 
lifelong learning programs to support education for new roles, new tools, an 

new careers•. 

· All these advances are taking place in a very difficult envir?n­
mcnt however. Many insurance companies are going through a penod 
of ti~ter budgets that are felt throughout the~ organizations. Na­
turally, the training function is not spared. Yet, 1t may be_ assu_~ed that 
at such times, training becomes all the more important 10 raismg ~m­
ployee productivity. Moreover, if this goal is to be attained, the tramer 

plays a critical role. 

Some basic factors regarding the importance of training may be 

looked at from two sides: costs and benefits. 

First the costs of training. How much docs American business 

spend on ;raining? According to an estimate made in 1989 ~~ the 
American Society for Training and Development, over $200 billion a 

year has been devoted to such training. 

As for the cost of training in insurance companies, data from a 
1989 industry survey conducted by LOMA covered training budgets for 
home-office personnel but excluded sales training budgets. The survey 
categorized companies by size, in terms of the number of employees, 
from the smallest category with fewer than 100 employees, to the largest 
category with 2,500 or more employees. The results s~owed that _a fig­
ure of $200 was average for many companies. That 1s, compames of 
all sizes tended to spend about $200 per employee annually for home­
office training budgets. Thus for 500 employees, the ~~erage company 
budget would be about $100,000 devoted to such tratill1lg. For 1,000 
employees the budget would be around $200,000. Certainly these are 
significant 'budget items. Management has a res~onsibility to ensure 

that the money is being used as effectively as possible. 
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Now for the other side of the coin, that is the benefits from 
training. The benefit of successful training, and especially of training 
the trainers, is often not recognized. An explanation may be given in 
terms of the "multiplier effect0

• 

First, consider the normal training effect. Trainers work with 
various numbers of employees whether three, six or ten. When the 
training has been completed, those employees return to the work place 
ready to perform their assignments on the job. 

But now, consider the person responsible for training the trainers. 
This person is responsible for the effectiveness of the trainers. If this 
person can perform the job better, that is, train the trainers better, the 
effect carries over to all the individual trainers who are engaged in 
training the employees. In short, the efficiency of the person who trains 
the trainers can have an important multiplier effect. 

The time and effort that goes into training the trainers, malting 
them more effective, is multiplied when the trainers work with their 
trainees. The potential payoffs from doing a gqod job of training the 
trainers is easy to see. That is why so much im~rtance is attached to 
training the trainers. 

In talking about training for trainers, it vlrould be a mistake to 
concentrate solely on the trainers. If training inl an organization is to 
be successful, it is necessary to gain a wider vi~wpoint and one that 
looks at the total structure of tr,aining. 

Why is this so? There is a saying that a chain is only as strong 
as its weakest link. The same applies to training. Thus, training for 
trainers should be examined in the context of the total organization. 

How well training is handled in an orgailization depends to a 
considerable degree on the management perspective of the top admin­
istration, e.g. the Chief Executive Officer (C.E.O.). That person, more 
than anyone else, sets the tone for the training effort. Train~g is not 
carried out in a vacuum. It functions in an environment of policies, 
procedures, organizational goals and objectives, and in an integral re­
lationship with other management strategies. 
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For the past 20 years, LOMA has administered opinion surveys 
within insurance companies. One survey dealt with first-level employ­
ees. A second survey dealt with managerial employees. The surveys 
have addressed a number of topics, such as compensation, management 
style, organi7.ational commitment, efficiency and training. Some of the 
survey findings related to training are discussed. These figures are the 
norms, based upon all the companies that have participated in the 

LO MA opinion surveys. 

For the first-level employees, in response to the question on 
whether they had received sufficient training to do their job, 60 per cent 
gave a favourable answer. On the question of having been given a real 
opportunity to improve their skills, 63 per cent gave a favourable an­
swer. Are those percentages acceptable? They might not qualify for a 
passing grade in a scholastic examination. The third response was even 
lower. Satisfaction with the company's available training and develop­
ment programmes met with only 52 per cent who indicated that they 
were satisfied. Nearly half of the work force wanted more training and 

development. 

Turning to the survey findings on whether managerial employees 
were satisfied with the training they received for managing or supervis­
ing their subordinates, less than half were satisfied. On training for 
written communications, the majority were satisfied. However, the data 
for training on managing stress showed that only 42 per cent were sat­
isfied. Does this not say something about the nature of such jobs? Did 
these managerial employees believe that they received sufficient on­
going training and education? Only 48 per cent answered in the atftr-

mative. 

Finally, when asked whether there was a high level of morale 
among managers and supervisors, half of the respondents said *No·. 
These were only a few of the questions asked in the surveys. The have 
been presented to show the remarkable degree of dissatisfaction that 
exists among employees and managers. Surely, top management should 
be concerned about such feelings among their employees. These em­
ployees, the human resources of the company, were expressing their 
dissatisfaction over training and development opportunities. The op­
portunity for improvement could be seized, provided that top manage­
ment recognized the potential and showed clearly that it supported 
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t~ng and development within the organization. Where such com­
nutmen! from top management has been lacking, or is not perceived 
as genume, the lower levels will respond accordingly. However, if top 
management sends a strong signal of support, the lower levels will make 
the effort needed to achieve success. 

. . With that as a perceptive, attention may now be given to the 
tr~g organization within a company. Typically, it may be presented 
as a hierarchy. Position titles can vary, of course, but common princi­
ples apply. 

At the top of the training structure are the executives, the man­
agers, responsible for human resource development and for training. 
One_le~el down are the training specialists - designers, developers, media 
~pecialists, et. al. Then come the trainers themselves, that is the 
rnstructors, supervisors, course leaders, lecturers and moderators. These 
are_ ~he people who actually interface with the employees needing 
tramrng. 

For ~ach of the three levels, two factors o/ill be examined. The 
first factor 1s the role that is played by persons at the level concerned 
That is it ~o_cuses on what they are expected to do for their part in th~ 
overall tr~g process._ The second factor deals with how those people 
can be trarned for carryrng out their roles effectively. 

. Starting at the highest level in the training hierarchy - the execu-
hv~s _ and managers responsible for human resources development or 
tr~g - the question of wha!. we want of persons at this top level in 
the hierarchy may be asked. We want the same abilities as other man­
~~ers at that _leve_l are expected to possess, specifi~ally: planning, organ­
IZmg, co-ordrnatmg, controlling, evaluating and :communicating. But 
we als? ':ant something else, i.e. networking within the organization. 
By this 1s meant maintaining informal communications with other 
~anagers. This is a vital activity, because the training function extends 
mto many organizational units over which the training executive has 
no direct authority. 

. ~ ~xample may be given. It involves a tntlning director at a 
ma1or_ lif~ msurance company. This person was. fairly high up in the 
orgaruzat10n, but not high enough to be included in top management 
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meetings. However, at these top management meet~g~ decisions were 
sometimes reached which affected him and the trammg department. 
For example, on one occasion top management had worked o_ut a deal 
to acquire a string of agency offices from another insurer. This meant, 
of course, that the personnel in these offices would have to know the 
products and procedures of their new company. No one ha~ bothered 
to inform the training director, however. He was f~rced mto a_ last 
minute "crash" effort to train the new employees as quickly as possible. 
He could have fought harder to be brought into those top management 
meetings but, in fact he did try. He also tried something else, net­
working with other managers who were informed on what was h~p­
pening in those meetings. I le did it in a very simple_ way, by havmg 
lunch once or twice a month with managers from varmus parts of the 
company. Sales, for example, was important to~- ~n the course_of 
one lunch, he learned about an upcoming campaign mtended t~ ~­
crease new business substantially. He was thus able to plan a trammg 
programme for newly hired personnel brought into the company as ~ 

result. 

On another occasion, the same training director learned that the 
company had placed an order for a complete~y ne': telephon~ system, 
a system that changed dialing procedures. With this advance informa­
tion, he was able to prepare a company-wide programme on the new 

system. 

The informal discussions also proved useful in another way. 1:1e 
training director was able to learn of pro~lem~ ~ various operatm_g 
units: some of those problems had training implications. When the d1-
recto~ of underwriting commented on a problem of high tumov~r, by 
reviewing exit interviews the training director saw that empl~yees m t_he 
underwriting department were not satisfied with the professional tr~­
ing they had been receiving. In response to that assessment, a co~tm­
uing professional education programme was set up for underwnters. 
The turnover in that department then dropped sharply as a r~sult. Such 
situations can be multiplied over and over; they show the importance 
of informal networking within an organization. 

With these considerations in mind, how does one train the 
upper-level executives and managers who are themselves responsible for 
training? It is important to think in terms of general management de-
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velopment, because that is really the aim. Organizations probably al­
ready provide for continuing training of executives in other functions, 
such as marketing, finance or information processing. Training for the 
executive in charge of training should parallel other executive education 
and training. The objective at this level is to produce an executive who 
is capable of performing effectively and communicating well and one 
who has a broad understanding of both the organization and of its ex­
ternal environment. By this is meant its markets, competition, society 
and government. 

How is this training achieved? Heading the list are executive ed­
ucation programmes, courses and seminars given by universities. Ad­
vanced management programmes offer comprehensive training for 
experienced executives and managers. University-sponsored courses 
and seminars address specific management topics. Other sources of 
trairting at this level include associations. They may be general man­
agement associations, such as the American Management Association, 
or they may be trade associations, such as LOMA. 

\ 

LOMA offers an annual two-week executive development 
programme. This is the only insurance-specific programme for top­
level executives. Its distinguished faculty use lectures, discussions and 
case methods to present current ideas in such ~eas as strategic human 
resources planning, competitive analysis and action, leadership, man­
agement of change, and improving service quality. Commercial 
management-training finns, individual consultants and university fac­
ulty offer other courses. 

As a fmal point it should be stated that executive training is not 
immune to continuing education. Directing the training function in­
volves the same knowledge and skills as any other administrative func­
tion within an organization. It consists of making policy, providing 
resources, organizing group activities, and following up on results. This 
holds true regardless of the size of the organization, and irrespective of 
whether most training activities are carried out l?Y company persormel 
or by outside consultants. Today, insurance coihpanies of all sizes are 
confronting similar forces of change. If one were to stop for a moment 
and thirtk about a company as it was, say, six years ago, as compared 
to today, the differences would be apparent. Office automation has 
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entrained changes. More terminals or personal computers have ap­
peared in the work place. What about products? They too have 
changed. These are new products and even new lines. As for changes 
in the work force, the new recruits in a typical company are probably 
younger today and often enter the work force with a lack of basic skills 

in reading and arithmetic. 

The position of training manager or human resources develop­
ment manager is no longer a quiet haven. The sizable investments that 
companies are putting into training have already been mentioned. It is 
only natural that the .companies expect top-quality management of that 

function. 

The second level in the hierarchy of training roles is that of 
training the specialists. These are the technicians, so to speak, of the 
training discipline. Typically staff positions, the people involved are 
planners of learning experiences to be implemented by the trainers. In 
other words, these persons are a resource for the training effort. They 
set the stage for those who will actually perform the training. 

What are the qualities sought at this level? Knowledge concern­
ing needs analysis, principles of adult learning, curriculum development, 
training techniques, media selection, evaluation of the training itself are 

among the subjects involved. 

The skills at this level are more specialized than those in the 
higher level in the training hierarchy, and the sources of training are 
somewhat different. University courses may be available. However, the 
need is usually for specialty courses, offered on a unique basis rather 
than as part of an overall programme for trainers. Such a course might 
cover, for example, computer-assisted instructions or simulation mod­
els. Trade associations are often active in presenting seminars, devel­
oped on a local basis. Panel discussions are also common. 

LOMA offers a number of programmes which include the 
"Middle Management Program"; "Managing for Productivity"; "Tele­
phone Customer Relations"; "Improving Written Communications"; 
and "Step One: LOMA's Introduction to Life and Health Insurance". 

Another source of training at this level is professional organiza­
tions. A leading example of this type found in the United States of 

I 
t 
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America is the American Society for Training and Development, which 
sponsors conventions, seminars and other meetings. These are intended 
to bring specialists up-to-date on recent innovations and trends in 
training. 

Given the fact that training technologies are .changing contin­
ually, 3:11.other important source of information is that of publications, 
professional journals and magazines that cover training. 

. . . Lastly, the value of individual research i,erformed by the spe­
cialists should not be overlooked. Budgeting some time for them to 
spend on research projects should be considered. For example, a per­
so~ ~ght do an in-depth evaluation of the b>mpany's supervisory 
tranung programme, followed up after several thonths with an assess­
ment of how well the supervisor is performing his task and how well the 
employ:e~ ~ performing. Another possible project would be studying 
the f eas1bility of computerized games as a part of training. This sort 
of individual research has a two-fold benefit. It gives' the trainer an 
opportunity to apply new approaches to training problems. If success­
ful, that makes the training effort more produdtive. Another benefit 
c?mes from the satisfaction which the individ,ual draws from being 
given the research opportunity. It can result in an article for a profes­
sional journal or a presentation to company management. These are 
ways by which the trainer can gain greater self-Jteem. Achieving self­
esteem is important for professionals. Recall the research on moti­
v~tion conducted by Douglas McGregor that led to his concept of a 
hie_rarchy of needs which influence motivation. Needs form a hierarchy 
of rmportance. Starting from the bottom up, come physiological needs, 
such · as survival and safety or security and then social needs, for ac­
ceptance and friendship. At the top of the hierarchy are the need for 
esteem and the need for self-actualization, that is realizing what one is 
capable of becoming. 

Once employees have satisfied the lower.:tevel needs, they tend 
to be motivated more by the higher-level needs1 those for esteem and 
self-actualization. It is important to provide opportunities to fill these 
needs if motivation is to remain high. 

Now comes the subject of the trainers themselves but before 
moving on to that topic, two points should be made: the first is that 
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training is always a line function. Executives, managers and supervisors · 
are responsible for the development and performance of their 
subordinates. For this, they can receive help from staff units within the 
organization. Assistance may come from the human resources depart­
ment, the personnel department, or the training department. Titles do 
not change the relationship; specialized staff provides assistance, but 
training remains a line function. The training may be performed by 
someone from the training staff. Nonetheless, each supervisor and 

manager must be satisfied with what is happening. 

The second point is that, upon looking at those who actually do 
the training, they can be said to fall into either of two categories. Some 
will be professional trainers. Others, such as line supervisors, assume 
the role of trainer occasionally, as the need arise. These are the so­

called on-the-job-trainers or 0-J-Ts. 

Are there any essential differences between these two types of 
trainers? Do we train one type in one way, and the other type in a 

different way? The answer is yes and no. 

The professional trainer is, naturally, expected to be proficient in 
training techniques. This individual often has what is called a good 
platform presence, meaning the ability stand before an audience and 
communicate wannly and effectively in learning situations. 

What about the other type, the 0-J-T trainer who is a supervi­
sor? I Icre it must be recognized that a supervisor also has other roles 
to perform and is primarily responsible for getting the work out. 
Chances are that an organization uses both types for training employ­
ees. A professional trainer may handle new employee orientation ses­
sions, or a company-wide programme to introduce a new system or 

procedure. For on-the-job-training, a supervisor or other experienced 
employee probably acts as the trainer, working in a one-on-one re­
lationship with the trainee. This 0-J-T will most likely carry out the 
training right in the work place. This type of training has two signif­

icant benefits, namely: 

• The trainees contribute to productivity while being trained, unlike 
trainees who attend classes away from the job environment. 
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• Training can be started sooner. The 0-J-T does not depend on 
written lesson plans or development of training media. Training 
can be provided quickly, even for complicated jobs. 

Despite the difference between on-the-job trainers and profes­
sional trainers, there are similarities in the desired output from each type 
of trainer, These are the critical factors. They have been listed in order 
of priority. 

(a) Commitment - Acceptance of responsibility for training and for 
its outcome. This is usually not a problem' when the person doing 
the training is a professional trainer. But it can be a problem with, 
say, first-line supervisors. For them, training is only a small part 
of their overall job, in terms of time invested. If supervisors 
realized that, when they were performing a:s trainers this task was . 
also their immediate prime responsibility1 they would be more 
inclined to budget the necessary time to devote to training. 
Training cannot be viewed as an interruption of normal activities. 
It is vital to the employee, to the stlpervisor, and to the 
organization. A poorly trained employed will be an inefficient 
employee, in terms of productivity, time artd money. This reality 
must be recognized by everyone who will be acting as a trainer. 

(b) Expertise - This quality is no surprise.' Certainly, one has the 
right to expect any trainer to know the subject being taught. That 
does not mean knowing eve,rything about the subject, but certainly 
enough to give the employee what he needs to know in order to 
perform effectively. 

( c) Empathy - This is simply the ability of the trainer to understand 
the feelings of the employee. An appreciation that much of the 
information is totally new and that the employee may be feeling 
anxious about absorbing every1hing is very important. The pace 
of training should reflect that consideration. People do learn at 
different rates; the pace of training should be adapted to the 
individual trainee, with patience shown by ~e trainer. Finally, the 
trainer should appreciate the need of the trainee for encouragement 
and positive reinforcement. 
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(d) Communication - The ability of the trainer to cpnvey 
information to the learner is a critical element. Verbal skills are 
important as being able to describe or explain something in a way 
that is clear and logically organized is essential. Communications, 
however, also extend into other areas, such as demonstrating a 
task, conducting a role-playing exercise or leading a case study. 

(e) Candor - Honesty, forthrightness. Why is it nece~sary to 
include this quality? Sometimes a trainer, in an effort to reduce 
the employee's anxiety will over-simplify the requirements of a 
job, or ignore some weakness of the employee. While avoidance 
of reali(y may be well-intentioned and evade dealing with the 
problem for the time being, resolution of the problem is nearly 
always simply being postponed, to emerge again later as an issue. 
It is better to be candid, right from the beginning. 

(f) Patience - So many times, the trainer forgets that the material 
being taught is new to the learner. · The ~rainer may be very 
familiar with it; indeed, certain aspects of the subject may even be 
considered boring. Nevertheless, repetition may be called for, if 
the employee is to learn properly. 

(g) Support - Of course, the trainer should be supportive 
throughout the training process. lbe specific point here is support 
after the trainer has left the trainee alone on the job. Questions 
or problems often arise, sometimes very quickly, sometimes days 
later. For the trainee, knowing that someone is available is the 
equivalent of a security blanket. The trainer should not wait until 
the end of the training period to make known that support is 
constant. The learner needs to feel early on that support will be 
there. It boosts confidence immediately. 

There was quite a lot on that list. Can any single person possess 
all those traits? Yes indeed. One particularly interesting example might 

suffice. 

A woman who worked in the agency operations division of a 
company was responsible for the training of non-sales personnel in the 
agency offices. The company had agency offices across the United 
States, most of them in large cities, but was experiencing difficulty in 
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finding the quality of new recruits that it wanted. The home office 
urged agency managers to consider non-traditional sources of labour, 
such as mothers returning to the work force, or senior citizens looking 
for part-time employment, or persons with physical impairments. With 
only a little imagination it is possible to appreciate the challenges in­
volved in training such diverse new employees. Yet the potential re­
wards were high, because these persons typically were mature and 
strongly motivated to perform well on the job. 

The woman in question took up the challenge. She geared the 
training programmo to the background and needs of the new staff. Was 
she successful? Yes, indeed, as measured by the low turnover rate and 
the high performance evaluations. This outcome shows the benefits 
accruing from applying the principles under discussion here. 

"Train-the-Trainer" programmes exist for full-time trainers. 
Trade associations offer them. So do professional associations, com­
mercial training firms, and individual consultants. Occasionally, uni­
versities off er such courses, but not usually as a part of their accredited 
curriculum. 

' 
What about the other trainers, the O-J-11s, such as supervisors? 

To send them to a five-day course would be 1a case of "over-skill". 
LOMA has had success with an O-J-Tprogr~e that takes less than 
one day to complete. It can be succe~sful provided that the programme 
is carefully planned and carried out. 

Another effective source. of training comes from within a com­
pany's own training department. Drawing on this source has two im­
mediate advantages. Firstly, the training specialist is already familiar 
with the company's organization, products, distribution system, per­
sonnel policies, etc. Everything presented to the; supervisor concerning 
training can be put into the context of the org.tnization. Secondly, a 
line supervisor can establish a faster rapport with a fellow employee, as 
compared to someone from outside the orga.nmltion. This helps es­
tablish a training situation based upon the achievement of mutual goals 
and co-operation. · 

For supervisors to give effective O-J-T, they need support for 
carrying out that role. They should have whatever resources are nee-
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essary for the on-the-job trainin_g. lbis could be learning materials. It 
could be the On-the-Job Training Guide that LOMA has published. It 
could be training time on a personal computer or word processor. In 
addition, the supervisor should have support from above in the hierar­
chy. lbis could manifest in such ways as granting overtime compen­
sation or hiring temporary workers to make up for the time the 
supervisor spends on training. 

' A fair amount has been covered in the discussion on this topic 
of "Training for Trainersn. In summarizing, the following points will 
be highlighted. 

Firstly, training for trainers is important. The time spent on the 
training of trainers produces extended benefits every time those trainers 
teach employees. The situation in one insurance company where this 
subject - training for trainers - had not really been taken tpo seriously 
comes to mind. A person accustomed to carefully planned sales train­
ing was transferred from the field into home-office training where he set 
about implementing a training programme for trainers. Although he 
stayed in that position only for about four months before returning to 
the field, he left behind a strong legacy because even to this day his 
company has a better training effort because of his accomplishment. 

Secondly, the hierarchy of training roles and functions should 
be kept in mind. Training is a wide-ranging responsibility; it deserves 
broad support, from the top on down. It can begin with a stated 
commitment from the C.E.O., a message that is communicated to all 
levels of the organizations. It is important to show a determined com­
mitment to human resources development and training. 

In closing, here is a quotation: 

"Not only is there an art in knowing a thing, but also a certain art in teaching 
it". 

Those words come from Cicero, the Roman statesman, orator and 
philosopher who lived over 2000 years ago. 
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When considering the state of training in the global insurance 
industry, it is essential to understand the structute of its education and 
training, as it is that which determines the demand for the service and, 
consequently, the supply of the providers who deliver it by utilizing 
trainers, teachers, lecturers, etc. 

Insurance is a vast industry and one that is very labour intensive, 
even with the increased use of information technology substantial 
numbers of people are still required to operate this growing vehicle of 
economic development. 

. What sort of people work in the industry? Ho~ are they re­
cruited? What qualifications and skill attributes should they possess? 
These are difficult questions to answer. Although it is fair to say that 
the industry, being international, has common features, for example 
basic risk/insurance concepts or reinsurance theory, it is also true that 
because of legal, practical and cultural differences among individual 
States and regions of the· world, there can be, at the other extreme, 
enormous variations in practices and procedures. 

I lowever, the specific area covered in thisj paper is common to 
all; and for this reason it should be of particular interest and relevance 
to the seminar participants. The .concern is the q~ty of the educator, 
the imparter of knowledge and purveyor of tecbbical expertise to the 
trainee or student. Although there has been an .increasing volume of 
training and education provision in the insuran~ industry in recent 
years, the quality factor of the provider has been~ much overlooked. 
There has been a tendency, a legacy from academlc practice, to assume 
that if a person is well-qualified in his particular atea of exper,tise or has 
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had vast experience in a specific technical sphere, then all that needs to 
be done is to put him· in front of a group of uninformed individuals 
(usually younger but not always), and they will benefit substantially and 
learn.- An expression used in this regard, by an ex-colleague of the au­
thor was "paint it on". This approach is not good enough and never 
will be good enough. We must do better. 

• 
• 
• 

• 
• 
• 

The problem will be dealt with in the paper by considen:1g: 

The development of insurance education and training; 
The current state of this market; 
The weakness in the system which prevents the problem from 
being tackled in a professional manner and the reasons; 
Developments which materially improve the situation; 
Measures to effect substantial improvements in trainer quality; 
Recommendations for a future co-ordinated programme with 
minimum trainer-competence standards. 

I. TRAINING AND EDUCATION MARKET -
DEVELOPMENT AND STRUCTURE 

The insurance industry has been established commercially since 
over 300 years but the formal training/education side of the business is 
of much more recent origin. What is the difference between education 
and training? In the past, education used to be viewed as academic and 
theoretical. It was regarded as something that was done away from the 
work place; conversely, training was viewed as directly related to the 
recipient's work or job. Training could either be of general or specific, 
i.e. either of general application to that particular job in the industry 
or specific to that individual's function in the firm or company but not 
easily transferable elsewhere. 

Over a number of years the clear division between education and 
training has gradually eroded giving way to a more practical approach 
to education, i.e. there is a trend towards becomin~ more vocation­
oriented. In addition, there is the realisation.that education and training 
are continually necessary in the development of human resources. The 
days of "sitting with Nellie ... as the sole method of work involving on­
the-job training are gradually disappearing with rapid changes in work 
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practices,. ~ainly due to the increasing use of information technology. 
The retratrung of personnel during their working life is now becoming 
more commonplace. 

The provision of insurance education and training historically 
came from many sources. A discussion of each follows: 

1. Professional bodies 

. Professional ' qualifica!io~s have been offered by recognized 
bodies where member orgaruzatmns were conscious of the need to ed­
~ca.te_ themselves and. others in their profession for the benefit of both 
rndi:i_duals and ~1m1s within the industry. These organizations also 
traditionally provided the teaching/learning facilities available e g CII 
and the Scottish Faculty of Actuaries (United Kingdom). ' · · 

2. "On-the-job" training 

Early approaches to training were fairly basic and infi al Th . ~. 
ere was us~ally little planning. The training was mainly firm or 

company-specific. 

3. Company training schemes/centres (closed} 

. Rather belate~l~, insurance organizations, realising the value of 
or?~ruzed formal trauung, set up their own training schemes/centres 
lru~iall~ they ~gan in a very small way, but gradually encompassed th~ 
ma1or mtem~h.onal corporations in very well organized and soundly 
re~ourced traunng. sc~ools, e.g. Friends Providdt Life Office (United 
Km~dom), Provmcial Insurance (United Kingdom), Winterthur 
(Switzerland). 
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4. Industry training schools/colleges 

In a number of countries, the provision of formal training has 
been jointly organized by the local insurance market, with or without 
the participation of the professional educational body. These teaching 
centres can restrict themselves to training courses, professional educa­
tion or a combination of both, e.g. Mediterranean Insurance Training 
Centre (MITC) (Malta); Bahrain Insurance Training Centre (Manama, 
State of Bahrain); the College of In~urance (CSA); the College ofln­
surance (United Kingdom). 

5. Company training schemes/centres (open) 

A number of large multi-national organizations maintain their 
own training facility for their own personnel hut also sponsor trainees 
of client organizations in the industry from various parts of the world, 
e.g. the Swiss Re (Switzerland), Munich Re (Germany) and Skandia 
(Sweden) training centres. 

6. Public sector provision - higher education (Tertiary level) 

In providing academic education this sector also offers insurance 
and related business studies disciplines as part of the subject choices 
available to both full-time and part-time students. The Vnited States 
of America has been a leader in this area. There insurance and risk 
management has been a recognized academic subject of higher educa­
tion f~r many years. In a number of European countries (including the 
United Kingdom), in universities and pol)-1echnical institutes progress 
has also been made on this front. France has been particularly promi­
nent in this area, with a number of its higher education establishments 

taking up the challenges. 

Belatedly, United Kingdom higher education establishments have 
begun offering a range of insurance/risk management and investment 
financial services subjects at both degree and diploma l~vel. Although 
the higher education establishments in many countries have taught in-
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surance as a minor discipline as compared to law or economics for ex­
am~le, its profile with the student· population is now growU:g more 
noticeable. The University of Malta, for instance, includes insurance 
studies as part of its Business Studies/Management degree programme. 

7. Public sector provision (primary/secondary/further education 
level) 

Like other bpsiness disciplines, the study of insurance is very 
rarely encountered at levels below the tertiary level. While most people 
would agree that it is not a priority at the primary school level, certainly 
~y _secondary-school age, i.e. post 13 yeats, some aspects of 
nsk/~surance concepts should be inculcated through the business 
studies core of a school curriculum. Although in some insitutions those 
topics are taught, this is more because of a personal inclination on the 
part of t~e. teacher concerned than as a planned part of a syllabus. Of 
course similar comments could be proferred regarding other business 
studies topics, e.g. law. Recent research sugg~sts that the situation 
would appear to be improving, however. j 

A positive trend in the tertiary /further edutation level below de­
gree level _is the inc~easing importance of insurru/ice modules/diplomas 
and vocat10nally · onentated courses offered to students who wish to 
proceed from school (further education institution post 16) into the in­
surance or general financial services area; e.g. 'England's BTEC or 
Scotland's SCOTGBEC in the United Kingdom br Belgium's Broker's 
Diploma. , 

8. Trade associations and bodies 

A variety of associations and organizations jrepresent sectors and 
vest~d interests ~ national insurance markets. W&th the growth of su­
~rv1sory regulation, both compulsory (i.e. statutory) and voluntary (i.e. 
mdustry self-regulation), many of these bodies are now involved in the 
provision of training and education facilities, either' directly or indirectly. 
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9. The private training sector (Management) 

Over the past 20 years there has _been a ~ast ~crease of 
training/education at management level, mainl~ manifest~d m co~fer­
ences, seminars and workshops, with both national and ~temat~o?al 
dimensions. There is a plethora of organizations invo_lved ll1 provid~g 
this service. One only needs to glance at any trade_ JO~~~ ?1 the m­
surance industry to see the scale. Toe "conference circuit is now very 
well-established internationally and, although it might not be regarded 
by some as education/training per ~• these events arc undoubtedly part 
of the whole picture and should be mcluded as such. 

10. Post-graduate provision 

With a base of professional qualifications and first de~ees _it has 
always been possible to undertake post graduate qualifications m the 
insurance field, either Masters or Ph.D degrees. Mor~ recently _the 
MBA route has opened up. It is fair to say that ev:n 11:1 the Umted 
States the number of Ph.D's in this area has been a ~onty, although 
in recent years in the United Kingdom and the rem~der of Europe, 
the trend is gathering momentum. With the mushroommg of the M~A 
provision in Europe (including the United Kingdo~) the scop~ form-

~ · al to take this training has widened considerably. surance pro1ession s . . . . in-
Specialization in financial services, mcludmg msurance, 1s now an 

creasing available option. 

11. FAILURE TO IDENTIFY THE PROBLEM 

In this section the divergent component parts of this vast field 
will be summarized. Regrettably, not all the specific areas could be 

treated exhaustively. This would be impossible. In the preamble to the 
main area of investigation, only a general global picture c~u~d be of­
fered. One of the problems with insurance education and trammg, even 
for individual States not to mention globally, is it's fragmented nature. 
This will always be a problem in any diverse industry where large 

numbers are employed, but nevertheless insurance is a very clear ex-
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ample of the poor management of human resources. Hopefully, the 
findings of this conference will help in rectifying this. 

As with many problems, there is no one cause and no easy an­
swer. One reason promulgated is the diversity in the industry; another 
is the lack of an overall controlling body. In the United Kingdom, there 
is the Insurance Industry Training Council (HTC) which was set up to 
supervize training nationally, with responsibility for all relevant insur­
ance'organizations. As a member of HTC, the writer thinks that col­
leagues will agree that it is extremely difficult, if not impossible, to 
control training ~ the United Kingdom under the current structure, 
even if there was a wish to do so. As !Director of Studies at 
Mediterranean Insurance Training Centre in M~ta, a country where the 
numbers are relatively small, i.e. approximately 800 persons in the in­
surance industry from a working population of approximately 125,000 
people, the author is aware that it is somewhat

1 
easier to regulate insur­

ance training in such a case but even so, this is not done without diffi­
culty. In addition to the organizations providing education and 
training, the examining bodies assessing a course, the other elements in 
this jigsaw puzzle are the trainer and the trainee. The quality of the 
trainee/student/participant can either be judged objectively or 
subjectively or by some combination of both. Objective evaluation 
would be done by recognizing the attainment of academic or profes­
sional qualifications. It could also be recognition of a minimum num­
ber of years of experience or of attainment 'of a certain status or 
seniority. 

~-· !JI"' 

Subjective judgement might be discretitjnary evaluation carried 
out by either one individual or a panel relying on prior knowledge 
and/or interviews, possibly also taking into aqcount personal recom­
mendation. As stated previously, the assessment can be based on a 
combination of both objective and subjective evaluation. 

Assuming good motivation and a correct: assessment of their ca­
pabilities, the trainees should have no difficulty in achieving the stated 
objectives of the course. However, these are rather broad assumptions. 
Experience suggests that one of the most impo.,-tant reasons for a can­
didate's failure is the former: i.e. problems with motivation. Lack of 
motivation can arise for various reasons, differing in each individual 
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case. Tue reason may be personal and, to a large extent, beyond the 
course provider's control; however, usually the reason is identifiable and 
controleable but because of a lack of awareness on the part of the pro­
vider and the trainer, the problem is not identified and corrected. 
nProvider' and ntrainer» are used to differentiate between "'provider" or­
ganization supplying the training, be it external, e.g. a market tr~,g 
organization or a professional body, or internal, e.g. the t~amee s 
company. 'Trainern refers to the individual dire~ly responsible for 
managing the programme in question, the one who unparts knowledge 
and technical expertise to the recipient. Such a person may be called 
teacher, lecturer, speaker, tutor, group leader or trainer. 

Tue problem of the quality of this latter individual, th~ ~rainer, 
is a major stumbling block in the success or failure of the trammg op­
eration. . In section III below the reasons for this weakness and sug­
gestions as to how it can be overcome will be discussed. 

111. RECOGNITION AND REASONS 

Tue problem of teacher quality is not peculiar to any one busi­
ness. It applies to all areas of expertise and technical competence. ~t 
is common at all levels of education and training, whether in the public 
or private sector and ranges from nursery school education to ~st­
graduate management education, from basic skills training, e.g. teaching 
a youngster how to read, to imparting the intricacies of the Europe~ 
Monetary System. There is unfortunately a widespread fallacy that if 
someone has technical expertise and knowledge of a subject he or she 
will as a matter of course be able to impart this knowledge to others. 
Unfortunately, nothing could be further from the truth in most in-

stances. 

Moreover, there is an alanning reluctance prevailing in many 
areas of education and training to invest in that most valuable of human 
resources, the teacher or lecturer capable of successfully imparting 
knowledge and comprehension of a particular subject to others. To ~ 
qualified in a specialist area is not enough - that is only a base to _build 
on. Investment in human resources is so often wasted because msuf­
ficient attention or thought has been devoted to investment in the 

"training of the trainern. 
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An example may illustrate this idea. An employer in the insur­
ance industry could regularly release some 30 employees for an after­
noon to attend a weekly series of lectures at the local college but if the 
lecturer concerned were insufficiently trained in his particular vocation 
then this effort becomes an unforgivable waste of human resources .. 
Unfortunately, this is not an extreme example but happens to be found 
again and again in many parts of the world. As previously stated, poor 
utilization of human resources is not a problem peculiar only to the 
insurance industry. 

In the realm of insurance, lack of suitable training provision for 
the educators themselves is without doubt a major oversight in the area 
of training. A number of reasons may account for the situation: 

• 

• 
• 

• 

• 
• 
• 
• 
• 

• 

The comparatively small number of· full-time professional 
lecturers/trainers ( albeit increasing); 
Absence of suitable training courses; 
Reluctance on the part of employers to invest in appropriate 
programmes for their own educators (whe~her full or part-time); 
The attitude of many practitioners that they do not themselves 
need training; 
Ignorance of the seriousness of the situation; 
Unwillingness to tackle the problem or admit existing weaknesses; 
Market apathy; 
Structure of the existing education and training provision; 
The commercial success of the insurance market which has lulled 
it into a false belief that _;ill- is well; 
Failure to recognize poor quality technical expertise in a substan­
tial percentage of industry personnel. 

These ten reasons are by no means all-iriclusive but they offer a· 
fairly accurate picture of the overall reason for the situation. 

All is not gloomy, however. There is a bright side and there are 
hopeful signs. There is a growing awareness of the need for more ef­
fective education and training. _ Training managers are gaining more in­
fluence in corporate board rooms. Those responsible for higher 
education are belatedly realizing that academic qualifications are not 
enough; staff must also be trained. More investment is being made,..irr 
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teaching aids; a variety of teaching resources are now being employed 
by insurers and insurance broking corporations. The old traditional 
methods are no longer blindly accepted. The value of the Htalk and 
chalk brigade* is being called into question. 

There are training programmes for insurance teachers but these 
programmes will have to be "sharpened upn. It is necessary to encour­
age greater participation on the part of the existing providers. Em­
ployers of part-time insurance teachers/trainers must also realize that 
this resource is a valuable investment and one that they must endow 
with adequate training, suitably funded so that these individuals can 
serve their educational function in a manner that is as efficient as pos­
sible. 

Insurers, reinsurers, brokers, intermediaries, Lloyds, trade associ­
ations, educational establishments and other training organizations 
must co-operate in pooling resources to confront this critical problem 
and solve it. Insurers are generally quite professional and realistic in the 
business of risk-taking and investment. Surely if they were to consider 
the problem as one of investment in human resource strategies for the 
training of trainers, they would find their investment amply rewarded. 
They will gain highly qualified, well-motivated staff, their new trainees 
and their better motivated trainers will enjoy increasing job satisfaction. 

The Mediterranean Insurance Training Centre (Malta) has pre­
viously run training courses for its lecturers and was currently planning 
a course to cater for an existing pool of 25 - 30 part-time lecturers. This 
course would involve specialist educational expertise from the local 
university as well as market professionals. Encouraging support had 
been forthcoming from both the experienced lecturers and a number 
of young, newly qualified professionals recently supplementing the ex­
isting team. 

The Association of Insurance Teachers (AIT), an international 
lecturers organization based in the United Kingdom, of which the au­
thor recently served a three-year term as Chairperson and is currently 
on its Council, has for some years been concerned about the quality of 
insurance teaching. It is therefore very gratifying to be collaborating 
with the CII in trying to upgrade teaching standards. Organizations 
such as the Institute of Training and Development and the Institute of 
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:erso~el Management, both based in the United Kingdom but with 
mtematto~al- memberships, are consciously and actively promoting im­
pr~ved tratI11J1g_ and teaching techniques for their members. They do 
this ~y ~ponsonng courses and seminars and by producing appropriate 
publications. On a global scale, many training professionals in the in­
surance industry are being encouraged to become active members of 
these bodies and aim at improving their own performance. More en­
cou~agement and support must be given by employers in the insurance 
busme~s to assi~t~g in this career development which greatly benefits 
the ultunate rec1p1ent, the trainee. 

' 
IV. RECOMMENDATIONS AND fONCLUSION 

The industry should recognize that a major problem in training 
and education provision is trainer quality. 

Closer co-operation should take place ~ong ttie providers in 
order to tackle this weakness. 

. The industry should direct sufficient resources to the training of 
its teachers, both as regards time allocation and the quality of suitable 
courses run by professionals. 

M~um international competence standards should be agreed 
upon and laid down and no trainer who has not attained such a stand­
ard should be authorized to practice. Corresponding minimum corn~ 
petence levels are, after all, a fllajor objective for all trainees. 

. It sh?uld . be recognized that individual professionals and aca­
derruc qualifications however desirable and indicative of a level of 
knowledge and understanding are not in themselves sufficient indicators 
of competence in teaching. 

! 
Providers of t~g should be encouraged to cany out regular 

analyses of the effectiveness of their programme, including: 

• 
• 
• 

The quality of the delivery; 
The use of teaching aids; 

The level of experience of trainees in relation to the material being 
explained; 
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• 

• 
• 
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The ability of trainees to absorb and understand the particular 
subject matter being imparted; 
Motivation of trainees; 
Time allocation for training programmes . 

In short are the providers being reasonable and realistic with re-
' . . ') 

spect to the trainer and, ultunately, to the trainee. 

Recognizing that. a problem exists, and t~g positive s\eps to 
· the si·tuation bearing in mind progress m the last few years, 
rmprove , · f th · 
lead to a major improvement in training results. The q~ty O ~ ':°-
dustry' s human re5<.>urccs will then be better and hence its productivity 
and economic performance will be improved. 
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INTERNATIONAL TECHNICAL CO-OPERATION IN 

TRAINING AND HUMAN RESOURCES 

DEVELOPMENT 

Michel Couroux 

INTRODUCTION 

The dimensions of the problem of the lak:k of qualified human 
resources which affects the insurance sector in the developing countries 
have been quantified. However, the training facilities available in many . 
countries where the insurance sector is well developed ought to make 
it possible to provide the developing countries ~ith effective and rela­
tively rapid assistance if international co-operatlion w~re properly or­
ganized and co-ordinated, and sufficient resources mobilized. The 
purpose of this paper is to propose international co-operative arrange­
ments designed, firstly, to develop the training c~abilities of the devel­
oping countries through exchanges of teaching material and the training 
of trainers and, secondly to suggest ways of impr~ving human resources 
management. 

I. THE PROBLEM 

A. General context 

One of the principal problems facing developing countries is the 
lack of qualified manpower. The problem is no. specific to the insur­
ance sector, but also affects transport, telecorrubunications, trade, fi­
nancial services, etc. The fundamental causes bf this problem stem 
essentially from poverty, which leads to inadcqu4te resources in health 
services, sometimes malnutrition, and poor edu&ttion. The result is 
that the generation of working age is not equippe& to meet the country's 
needs. 
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Consequently, managers in each sector of the economy adopt_ 
certain solutions in order to operate their enterprises and departments, 

as follows: 

• Use of expatriate manpower; 
• Simplification of tasks and subdivision of work; 
• Development of occupational training. 

The lack of qualified manpower and the low level of development 
have as a corollary a high level of unemployment. As a result, Gov­
ernments often require public or private enterprises to maintain large 
work-forces, naturally at very low wage levels, giving rise to a lack of 
professional motivation, poor service and low productivity. 

This situation is not new: it has been perpetuated for years be­
cause it has never been properly tackled. Until recently, countries have 
used their resources in the main to acquire capital goods, while issues 
of human resources development have been neglected. Problems in­
volved in management training or occupational training have received 
insufficient attention, training goals have not been clearly defined, target 
populations have been poorly identified. Consequently the res~lts h_ave 
been inadequate and the solutions adopted often costly, sometunes out 
of proportion to needs and frequently inappropriate and ineffective. 

The insurance sector is no exception. The lack of qualified per­
sonnel in this sector not only affects the companies, but is also a source 
of difficulties for supervisory offices entrusted with drawing up national 
sectoral policies, drafting regulations, facilitating development, laying 
down standards and ensuring supervision of the sector. 

On the threshold of the 1990s, a number of indications would 
suggest that the situation is changing. As a result of technological de­
velopment and the adoption of computer and videotex technology, 
there is increasing recognition that management methods must evolve 
and that this calls for a higher degree of flexibility and adaptability on 
the part of the staff of public and private enterprises. Senior executives 
and managers are becoming more clearly aware of the relationship be­
tween the degree of adaptability, the level of education and the 
professionalism of their staff. · Educational requirements and the need 

International technical co-operation in training 73 

to introduce appropriate occupational training are acknowledged to be 
the top priority of the 1990s. 

Hence it would seem that the time has come for comprehensive 
consideration of the issue of training. It is time to show that rapid, 
partial, ready-made, short-term solutions are no longer sufficient. It is 
not enough simply to build or open training institutions or centres, but 
rather in each sector of a country's economy there is a need to integrate 
training programmes with comprehensive human resources develop­
ment strategies encompassing: 

• 
• 
• 

Resource planning; 
Definition of policies for training in recruitment and selection; and, 
Career development for the whole range :of personnel categories 
which go to make up an occupational group. 

Lastly, it should be demonstrated that it is Hinsiders· who must 
take the lead in drawing up and introducing. human resources policies 
in each sector of the economy; consequently it is they who must deal 
with training issues, bringing to bear the same professionalism that they 
apply to resolving any other issue. 

B. The significance of the problem 

Since 1975, the UNCTAD secretariat ha~ been assigned the task 
of implementing Hto the extent possible and within the funds available 
for this purpose, a detailed J>rogramme for the education and training 
ofa sufficient number of qualified personnel in the fields of insurance 
and reinsurance, which would benefit developing countriesH.t More re­
cently, at the thirteenth session of the Committee on Invisibles and Fi­
nancing related to Trade, the UNCT AD secretariat was called upon Hto 

take the necessary steps to prepare a detailed programme for education 
and training of qualified personnel of supervisory offices in developing 
countries".2 In quar:ititative terms, the work called for is considerable if 
viewed in the light of statistics. 

The activities of UNCTAD's Special Programme on Insurance (1986). 
2 Report of the Committee on Invisibles and Financing related to Trade - thirteenth 

session (1990) (TD/B/1249). 
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• 

• 

Human resources development in the field of insurance 

In countries where the insurance sector is already developed, the 
volume of continuing and promotion-oriented training is very 
large because of the large number of people working in the insur­
ance sector; 
In countries where the insurance sector is as yet very small, efforts 
will have to be focused on initial recruitment-related training if 
insurance services are to be developed properly. 

Hence the vo]ume of work to be done in either case is enormous; 
in order to cope with demand properly, a means must be found_ to 
provide training at minimum cost while distributing the _w?rkl?ad fairly 
and avoiding duplication. However, in view of the existmg msurru:ice 
training facilities in the developed countries and in certain d~velopmg 
countries, it would seem that a large proportion of the work "':ill alr~ady 
have been accomplished if international co-operati~n is ~rgaruz_ed, smce 
a great training effort has been made in the countnes with a highly de­
veloped insurance sector, and large amounts of teaching material and 
experi~nce have been accumulated. 

C. The problem briefly put 

The problem to be solv~d may be presented as follows: 

In the developing countries: 

• 

• 

• 
• 

• 

Considerable quantitative demand in terms of continuing, initial 
and promotional-oriented training; · · 
Lack of a human resources policy, recruitment plan or career de-
velopment plan; 
Lack of trainers and frameworks for training; 
Some diversity in requirements from one country. to another, 
stemming from the level of development of the insurance sector 
and from differences in educational levels as well as cultural and 
social habits; · 
Lack of teaching material suited to the immediate needs of the 
developing countries, with the result that existing training courses 
are ineffective and therefore extremely costly. . 
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In the developed coantries: 

• Existence of considerable resources in the training field; 

• Extensive experience in the field of human resources development; 
• Significant activities in educational research and innovation; major 

importance attached to the development of human resources. 

Characteristics of current international co-operation: 

• Absence of consultation at the global, interregional and regional 
levels, leading to extensive duplication in training operations; 

• Lack of a systematic approach and method for exchanges of 
teaching material, work-sharing and mutual help between trainers 
and training centres; 

• Insufficient efforts to adapt training material and programmes 

available in the developed countries to the requirements of the 
developing countries. 

D. Possible solutions 

So as to ensure the best possible solution to this problem, two 
principal objectives should be pursued. 

1. Developing training capabilities in the devi!loping countries 

In order to strengthen aiid develop training capabilities in the 
developing countries, the following should be made available to them: 

• A joint approach so as to tackle t~aining problems in a systematic, 
decentralized manner and adapt and apply the required 
programmes to local, natio~al or subregional training centres; 

• Courses for the training of trainers so that tHey c~ be enabled to 
make use of this ·approach; · 

• Teaching material and the help needed to adapt it to countries' 
requirements; 

• A system for the exchange of teaching matpial and for mutual . 
help among trainers so as to avoid duplicatiop. 

1 
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This assistance could be provided through the establishment of 
an international co-operation network. 

2. Helping to draw up and introduce national policies and 
strategies for human resources development in the insurance 
sector 

Occupational training can be effective only if it relates to clearly 
defined jobs, and if the tasks and responsibilities involved in each job 
are clearly described and serve as a basis for preparing job profiles cov­
ering the whole of the insurance sector. Similarly, the credibility of 
executives in companies or supervisory offices, as well as agents and 
brokers, will be guaranteed only if their diplomas or qualifications _are 
properly evaluated and recognized to be appropriate to the re'l:u1:1"e­
ments and if they correspond to regularly updated trauung 
progr~es. Hence, there is a need to help the .developing countries 
to organize their national insurance sectors in such a way that the above 
conditions are met, and to design and apply human resources develop­
ment policies (including plans for recruitment, proper selection criteria 
and career development schemes) with international help when neces­
sary. 

11. ESTABLISHING A NETWORK FOR INTERNATIONAL 
CO-OPERATION BETWEEN TRAINING CENTRES IN THE 

INSURANCE SECTOR 

A. Role of the network 

The main purpose of. the ~ternational co-operation network 
would be to provide the developing countries with high-quality teaching 
materials, for use by qualified trainers rto provide the right training to 
the right people"). Of course, some international co~operation networks 

have already been set up on a linguistic or geographical basis with var­
ious degrees of official status. The aim in not to provide a substitute 
for these networks, some of which have proven very effective and 

achieved results that are recognized worldwide. Rather, an effort should 

International technical co-operation in training 77 

be made to draw on their experience, perhaps to help them to com­
municate with each other, and essentially to create an instrument which 
would complement them in tenns of objectives, diversity and scale. 

• 

• 

1. 

This new network would provide the following services: 

Dissemination of information on available training opportunities 
and teaching facilities; 

Some of the facilities and resources needed for training in the de­
veloping countries. 

Information on training 

The following information would be made available to members 
of the network: 

• 
• 

A description of centres belonging to the network; 

A description of training-course development projeets currently 
being implemented; 

• A description of existing courses and curricula in the centres ~­
longing to the network; including a list of!courses and seminars 
with a detailed description of each; the design d~cumentation 
available; a description of tasks; and, justification of training 
projects, etc.; financial conditions for the transfer and exchange of 

• 

• 

• 

• 

3 

material; • 

lnf ormation on the training opportunities artd services offered: 
• Courses offered to foreign participants;; 
• Grants and traineeships available; ' 

Information on training for trainers and on the training of human 
resources development managers and administrators; 

Information on the advisory services availabie within the network 
(teachers, trainers, consultants recommended by the network); 
Reports and studies available on requirements as regards training 
and human resources dcvelopment.3 

At the initial st~e, this information could be disseminated periodically or on re­
quest, but soon It would have to be made accessible as a computerized data base. 
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2. Facilities and resources which could be provided by the 

network 

The network could produce the following: 

A methodological guide 
For course design; 0 

For the preparation and formulation of a training policy; 
For the preparation of human resources development plans. 

Teaching packages on 
Training for trainers; 
Training for course designers; 
Training in human resources management. 

Advisory services 
Assistance in the planning and formulation of technical as­
sistance projects in the field of training and the development 
of human resources in the insurance sector. 

Periodic, regional and interregional meetings 
Periodic meetings would be held by the network on a re­
gional and/or linguistic basis to organize regional co­
operation and mutual assistance between centres. 
Interregional meetings such as the one held in Lisbon (No­
vember 1990) could be scheduled every two or three years for 
all the centres and countries belonging to a network. 

B. Organization of the network 

1. Co-ordination and technical assistance 

UNCT AD could co-ordinate the network's activities, as re­
sources permit, although in terms of the services outlined above it 
would have to rely on several centres capable of contributing to inter­
national co-operation. These would be called 0 resource centres"' (RC). 
They could be located either in developed or in developing countries. 
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At least one resource centre could be envisaged for each working lan­
guage (English, French, Spanish, Portuguese, etc.). 

2. The resource centres 

The resource centres would have to be capable of providing the 
following services: 

• 

• 
• 

• 

• 

3. 

Supplying the network with teaching materials meeting interna-
tional quality standards;4 · ; 

Training for trainers of other centres affiliated to the network; 
Helping to disseminate and update infoffi1.ation available within 
the network in the resource centre's working language; 

Providing technical assistance to other centres for the adaptation 
or design of teaching materials; i 
Organizing regional courses as required at the senior management 
level or on new subjects. 

Other centres In the network (main centrllsJ 

• • f 

Trauung centres in the d~veloping countries wishing to join the 
network would have to meet a number of conditions as regards prem­
ises and facilities available for teaching, and in particular undertake to 
acquire training staff capable of·ensuring that the centre would progress 
rapidly towards education and substantive autonomy. 

4. The case of the least developed countries 1in the insurance 
sector (affiliated centres} 

The centres forming the network would be called upon to pro­
vide services for other countries in their subregion, either by admittihg 

4 These standards exist within UNCTAD and are applied in branches of activity 
other than insurance (e.g. shipping). 
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foreign participants or by sending their trainers to give courses in 

neighb(?uring countries. 

Depending on the degree of autonomy of the centres wis~g to 
take advantage of the network's services, two types of centre might be 
envisaged: main centres and affiliated centres. This arrangement would 
permit the largest possible number of countries to j~in the network:s 
activities. It would also allow training to be decentralized to the maxi­
mum extent, while at the same time guaranteeing its quality." The af­
filiated centres would be responsible only for providing certain courses 
at the national level, for which a complete set of teaching materials 
would be made available to them. 

C. Financing of activities 

Toe UNCT AD secretariat is not in a position to finance the 
above activities from its regular resources, but it could help mobilize 
some of the funds reserved for technical assistance for this pu~se. 
Thus financing for the activities described above and for the services 
provided by the resource centres would initially have to be covered ~y 
technical assistance projects. These projects are generally financed m 
the form of national, regional or interregional projects, by UNDP, by. 
donor countries or through contributions from the developing countries 
in the form of cost-sharing or funds-in-trust made available to UNDP 
or UNCT AD by the country or entity for which the pr~ject was drawn 
up. In the long term, a network could obtain some of its funding f~om 
annual contributions and from its own resources through the savmgs 
that the exchange system should make possible. 

D. Establishment of the network 

1. Basic agreements and preparation of pilot projects 

The Seminar on Buman Resources Development held at Lisbon, 
Portugal from 28 November to 1 S December 1990, afforded a uni~ue 
opportunity to study, discuss and canvass opinions ?~ the establish­
ment of an international co-operation network for trauung and human 
resources development in the insurance sector which might be co-
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ordinated by UNCT AD. The seminar could be followed by one or 
more meetings of small groups of experts to examine in greater detail 
the main avenues envisaged. 

If it was decided to establish a network for international co­
operation in insurance training under the auspices of UNCT AD, 
UNCTAD could, in consultation with the member countries and with 
the assistance of a group of specialist experts, prepare a series of pilot 
projects in agreement and in co-operation with countries that are im­
mediately concerned and able to participate in setting up the network. 

2. Efforts to secure funding and a timetable for implementation 

The year 1991 would be devoted to the preparation of pilot 
projects and to securing their financial support, and, if possible, to the 
first phase of their implementation. 

3. Advancement of the programme 

( 
In the course of 1993, a meeting similar!to the Lisbon meeting 

would be held to take stock of the results obtained, assess progress in 
the development of the network and make new proposals to countries 
wishing to join. 

Ill. DEFINITION ANDJMPLEMENTATION OF HUMAN 
RESOURCES DEVELOPMENT POLICIES AND 

STRATEGIES IN THE INSURANCE SECTOR 

It is not suggested that human resources planners should assume 
responsibility for dealing with the problems ff organization or re­
organization of companies, administrations orl enterprises connected 
with the insurance sector. The aim should only.be to ensure that these 
problems are not handled without them: 

As indicated above, training can be effective only in a context 
where the main functions of the company and the duties and responsi-
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bilities of the departments and individual posts are clearly and ade­
quately defined and where staffing by job category is_ correctly 
evaluated. Likewise, training can serve the sector as a whole m the long 
term, if career prospects and channels for promotion exist within the 
company or profession. Ideally these promotion prospects should be 
clearly linked to individual attainment (for example, through a system 
of extended responsibilities). All too often existing systems are obsolete 
or based on outdated models or inadequate information, an,d do n~t 
use modem human resources management techniques. These condi­
tions are not specific to developing countries, but have often been 
transferred without modification. 

A. Recommended activities 

International technical assistance should help to modernize hu­
man resources management in the insurance sector. Apart from the 
assistance required for the development of training capabili_ties, pro­
vision would have to be made for using the services of experts m human 
resources management to complete pilot studies on the following sub­
jects at the national level in developing countries calling for them: 

• 

• 

General organization of the insurance sector, job evaluation and 
definition of employment profiles; 
Definition of human resources policies, including 
■ Recruitment 
■ Selection 
,. Training 
■ Career Development. 

Studies of this kind have already been completed or are under 
way in some developed countries. Some consultancy firms in North 
America and Europe have developed very accurate job evaluation an~ 
analysis techniques which give the best chance of arriving at th_e o~b­
mum utilization of human resources, and to some extent enhancmg Job 
satisfaction, introducing a more equitable system of remuneration and 
thereby improving company performance. 

International co-operation should make it possible to exchange 
information between countries on these subjects and perhaps gradually 
transfer the advances made in this field from one country to another. 
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B. Difficulties in implementation 

The introduction of new policies in the field of human resources 
is no easy matter. These efforts soon come up against resistance to 
change, first from management, then from staff representatives and ul­
timately from the staff themselves. It is therefore a gradual process to 
be completed over the medium and long term. Further, re-organization 
is usually costly at the outset (because of the cost of studies and of 
meeting various claims), even if it later becomes profitable. 

I 

All these factors mean that in practice the situation is generally 
as follows: 

Phase I 

Phase :Z 

Phase 3 

The immediate problems are dealt with by seeking to im­
prove the quality of work through training. 

It very quickly becomes apparent that training cannot be 
effective unless some structural changes are introduced. 

Structural changes are introduced ~rogressively and train­
ing is adapted to the situation as ;it develops and with a 
view to moving towards a satisfactpry level of efficiency . 

Can this process be changed? It seems unlikely. However, the 
time between the three stages can no doubt be rbduced, thereby leading 
as rapidly as possible to a marked improvement, in performance thanks 
to greater efficiency, and better .utilization of th~ knowledge and capac-
ities acquired by the staff. ·• 

IV. CONCLUSION 

The international co-operation arrangements proposed above 
could offer a relatively economical means whereby the insur.ance sector 
in the developing countries can arrange: 

"TO PROVIDE THE RIGHT TRAINING TO THE RIGHT PEOPLE AT 
THE RIGHT TIME." 



Table 1 

Per capita Staff employed 
Population in income in in the insurance 

Country millions 1988 US dollars sector in 1986 

Benin 4.5 310 264 
El Salvador 5.1 860 ._1352 
United Arab Emirates 1.5 15830 1596 
Jamaica 2.4 940 4800 
Papua New Guinea 3.4 700 323 
Singapore 2.6 7940 3680 

,Angola 9.5 470 523 
'Cameroon 11.0 970 705 
Ghana 14.0 390 3650 
Guatemala 8.7 950 2467 
Mozambique 15.0 170 572 
Zimbabwe 9.2 580 3800 

Malaysia 17.0 1810 10576 
Morocco 24.0 610 5516 
Peru 21.0 1470 3657 
Sudan 24.0 330 1051 

Egypt 51.0 680 12621 
Philippines 59.0 590 30335 
Thailand 54.0 850 45450 
Viet Nam 64.0 

. 
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Bangladesh 110.0 160 19000 
Brazil 144.0 2020 75700 
Indonesia 175.0 450 35000 
Mexico 85.0 1830 70552 
Nigeria 106.0 370 25410 
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Turnover per capita in 
US dollars 1986 

Life Other 
insurance insurance 

0.08 1.81 
7.28 8.65 

20.47 191.00 
26.15 38.09 
0.00 13.54 

70.43 . 133.26 

1.89 7.66 
1.23 9.28 
0.94 2.77 
4.55 4.37 
0.11 1.68 

22.68 11.16 

24.06 36.23 
2.30 11.62 
0.45 12.21 
0.03 2.05 

2.00 10.73 
2.43 3.20 
5.28 4.52 

0.32 

0.11 0.30 
2.70 14.64 
0.65 2.78 
3.52 7.71 
0.55 1.33 
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Insurance education and qualification 

DEVELOPMENT OF A SYSTEM OF INSURANCE 

EDUCATION AND QUALIFICATION 

David S. Salmon 

INTRODUCTION 

87 

! 

It is of great benefit to any insurance business to have within its 
ranks, particularly at the senior and manageme1'1 levels, staff who have: 

• Acquired a sound knowledge of the principles on which insurance 
operates and the relationship of insurance ~o the economy which 
it serves; 

• Developed flexibility of thinking and adaptp.bility; • 
• An ability to absorb new information an~ assess its significance 

and application; 

• Developed their critical faculties and powe◄s of decision-making . 

These are among the most important benefits o} an effective system of 
insurance education and have been derived fro~ the work of the au­
thor's institute in the United Kingdom (the Ch~ered Insurance Insti­
tute, CII). 

The terms *education" -lpld *training .. are frequently used inter­
changeably but in presenting the case for the introduction of a system 
of vocational education and qualification in insut,ance, the way in which 
this differs from training schemes should be explained. 

; 

' I. VOCATIONAL EDUCATION ANb TRAINING 

DISTINGUISHED I 
j 

! 
Training is driven by the needs of the partfcular jobs to be done. 

It addresses current requirements or those imme~iately in prospect. A 
primary concern of training is to achieve stan<Ja,rds of performance. 

I 
Given an appropriate definition of its objectives, fue effectiveness of any 
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particular training scheme can be fairly readily measured. In short, 
training is aimed at the jobs to be done today and tomorrow. 

By contrast, vocational education is aimed essentially at the in­
dividual and at developing his or her potential over a period. The cre­
ation and operation of a system of vocational education is essentially a 
longer-term investment and one where the returns can be asses~d o~y 
over a period of years. It is interesting to note that most countpes _with 
a developed insurance business have established a system of vocational 
qualification for those engaged in it. 

Vocational education, as distinct from training, centres on devel­
oping the individual's grasp of principles and concepts as well as his or 
her ability to apply these to changing circumstances. Another way of 
emphasizing this point is to say that tr~g tends to ~eal ~i~h _'b.owH 
a task is done, whereas vocational education relates to why it 1s per­
formed. In practice, vocational education and t~g are comple­
mentary activities which reinforce one another. For example, the 
qualified insurance professional who is required t~ master ~ new ~a 
of business will almost certainly progress more rapidly, by virtue of his 
or her wider understanding and personal development resulting from a 
systematic period of study, than someone who has been trained simply 
to handle certain tasks. 

11. THE OBJECTIVES AND BENEFITS OF 

QUALIFICATIONS 

In establishing a system of qualification for insurance personnel, 
it should be clear that the qualification, whether it is a degree, a diploma 
or a certificate, is a means to an end. Successful education in any fiel~ 
requires motivation and commitment from the individual. The pursmt 
of a qualification both defines the standard to be achieved and sets a 
target. Bearing in mind that the value of any qualification stands almost 
in inverse ratio to the ease with which it is obtained, any system of 
vocational education should set realistic yet demanding standards. 
Above all it should be relevant to the mdividuals for whom it has been 

designed. 
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The rewards of creating a formal system of qualification are 
three-fold. Firsily, for the individuals concerned, there are benefits in 
the area of self-development, including that of commitment and self­
discipline, and the increased confidence which flows from knowledge 
and an understanding of one's occupation. 

Secondly, organizations employing qualified staff will benefit 
from higher standards of performance, greater flexibility in dealing with 
changes and a more innovative approach. They will also have an ob­
jective basis for identifying employees with the potential to accept wider 
responsibilities. Iw its recruitment of new entntnts, an industry which 
has a recognized system of education and qualification is likely to ap­
pear more attractive to ambitious school and college graduates. 

Thirdly, for the community in general, the greater competence 
of qualified professionals handling their insurance business and dealing 
with their requirements will be beneficial for all concerned. Addi­
tionally, a code of professional conduct and ethical standards can readily 
be linked to a scheme of qualification. 

Ill. THE DESIGN AND DEVELOPMENT OF AN 
EXAMINATION SCHEME 

I 

Many factors should be considered in devJloping an examination 
scheme to meet the needs of a particular insurance market. The prqcess 
to be followed must involve full consultation wi•h all interested parties, 
particularly employers and educational bodies. trhere must be a will­
ingness to modify initial proposals as different ~oints arise. The pri­
mary consideration is to establish the scope of the scheme and the 
broad structure to be adopted. The overall objective should aim at 
ensuring a sufficient supply of competent managerial and technical staff 
to operate and develop the business. More detailed questions will arise 
concerning areas where competence must be developed and these will 
influence the syllabus content. · 

A major question is whether to introduct more than one level 
of qualification. Insurance organizations need dµferent calibre staff to 
function at varying levels of expertise and responfibility; it is unrealistic 
and wasteful to attempt to create a situation w~ere all employees are 
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expected to aspire to qualifying at the same ·high level. If full profes­
sional qualifications are introduced for only the highest levels then the 
requirements of more junior staff will have to be supplied entirely by 
training arrangements lacking formal qualification. There is a strong 
argument for providing employees at all levels with the opportunity to 
secure appropriate qualifications, particularly if these are designed to 
facilitate progression from the lower level upwards. 

An illustration of the structure of an examination scheme 

An example of a three-tier system of related qualifications is 
given below: 

1. An introductory certificate 

This stage would be designed to provide a basic understanding 
of the industry. A relatively short period of study is involved, perhaps 
six months on a part-time basis. The testing of candidates emphasizes 
their knowledge, understanding and competence in straightforward in­
surance tasks, e.g. making premium calculations from rating tables and 
dealing with simple claims. 

The introductory certificate would be designed for staff carrying 
out mainly routine clerical tasks or administrative (non-technical) work. 
It would have a fairly close relationship to training for specific tasks but 
would give staff a greater understanding of how these elements relate tCl 
the wider picture of the organization's activities. An outline of a scheme 
at this level is shown in Annex l. For the majority, it would be an end 
in itself, but for the more able and ambitious, it would be a stepping­
stone to the next stage. 

2. An intermediate certificate 

Preparation for this would commence .with studies of the princi­
ples of the business and the economic and legal framework in which it 
operates. At this stage, the subject matter would be · treated in greater 
depth than at the introductory certificate level; options would be pro-

Insurance education and qualification 91 

vided for different classes of insurance. For this level, two years' part­
time study would be appropriate, with several examinations to be taken 
over this period. The assessment methods adopted should test both 
knowledge and understanding of insurance practice and the capacity of 
the candidates to deal with its application into typical situations. 

The Intermediate Certificate would be aimed at those who are to 
become the tactical decision-makers responsible for the day-to-day 
transaction of the business handling the main flow of work for market­
ing, underwriting and claims purposes. Using a military analogy they 
represent the nom-commissioned officers of the industry who carry out 
the policy formulated by their superiors. 

3. A professional diploma 

! 

The topics covered at this level would include advanced studies 
of technical subjects, with a range of options, and preparation of papers 
on the management of insurance undertakings, including the financial 
and marketing aspects. A further period of two years' part-time study 
would be appropriate at this final stage. 

Assessment methods at this level wouldiconcentrate on the can­
didate's ability to take a broad view of problem situations and on 
his/her powers of reasoning and judgement. 

The professional diploma should be designed to meet the needs 
of those who will become senior and top managers. These people ~ 
be the strategic decision-takers and policy-makers responsible for steer­
ing their organizations through a variety of circumstances and changing 
conditions. 

4. Entry requirements 

A practical question is the requirements for entry at the different 
levels. Admission to the introductory stage may be open to all, re­
gardless of academic qualifications. Success at this stage would lead to 
access to the intermediate level. Minimum academic standards would 
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be required for direct entry to the intermediate stage and graduates or 
those with university entrance qualifications should be allowed to pro­
ceed directly to the diploma course. 

The author's Institute is in the process of modifying its exam­
ination schemes along the lines just described, with a basic certificate, 
an intermediate examination and a full professional diploma. However, 
it would be arrogant to suggest that this is the only sensibl~ approach. 
The essential point is that the examination system devised inust fit the 
needs of the industry and the place in which it operates. Hence this 
outline should be regarded simply as an illustration. 

You may have noticed the emphasis placed above on part-time 
study throughout the different stages of qualification. lbis is delibera~e. 
Academic study of insurance without practical experience has consid­
erable limitations. Day-to-day exposure to the reality of the business 
helps considerably by providing illustrations of what is learnt from a 
textbook or in the classroom. The relevance of study becomes evident 
and, perhaps most importantly, contributes greatly to the student's in­
terest in the subject. Studies running simultaneously with practical ex­
perience may be organized in various ways; these may even include 
short full-time courses away from the office. 

In a country where there is no existing scheme, the model just 
described may sound very ambitious. Certainly it would be unwise to 
attempt to introduce a series of qualifications in only one single step. 
It would be better to start with one element, perhaps the introductory 
certificate, and introduce further stages progressively over a period of 
years. 

IV. ESTABLISHING AN EDUCATIONAL SCHEME 

In taking up the challenge of setting up a qualification system the 
question of where to start is paramount. The author's advice would 
be to make haste slowly and to enter into discussions with all interested 

parties. These must include representatives of insurance employers 

whose views must have a major influence: their support will be essential 

to the success of the scheme. The discussion must cover not only the 

question of what is desirable but also an assessment of the resources 

r 
t 
t 
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available to deliver it. More about resources will be mentioned later in 
the paper. Perhaps the best way to start would be to establish a com­
mittee or working group with representativd of the top tnanagement 
of insurance organizations, educationalists, academics and training spe­
cialists from within the business. This team would tackle a number of 
practical questions, including: 

• Who is to administer and award the qualifications? In the United 
Kingdom, the author's own institute is one of a number of pro­
fessional bodies specially established to provide vocational quali­
fications; id other countries, · qualificati6ns may be awarded by 
colleges or universities. One option is to establish a new institute 
or professional body for this specific purpose. 

• The structure and content of the examination scheme. Decisions 
must be made on the range of subjects to be studied. Annex 2 
shows the subjects and structure of the diploma examination 
which the Institute with which the author is associated will be in­
troducing in 1991. Eventually it will also: be necessary to agree on 
details of the syllabus and learning objectives for each subject but 
this aspect may be left until the broader i~sues have been settled. 
The availability of appropriate people tp act as examiners and 
teachers for the different subjects. Ther~ is little point in having 
a test on aviation insurance if there is no one available to examine 
or teach the subject. 

• 

• 

• 

• 

How will the scheme relate to other qualifications, e.g. that of 
accountants, who are ~dy established in the country? If there 
is any national framework for vocational qualifications, it makes 
sense to develop the insurance scheme iq concert with it. Where 
similar subjects, e.g. law are covered, thtre should be scope for 
cross-crediting and recognition of examin•tion successes. 
How will people study for the examinati~ns? Will it be possible 
to organize face-to-face teaching in classes or will students have to 
rely purely on studying privately? 

Are there teaching materials already available, or will these have 
to be specially prepared, if so, who will write them? It may be· 
possible to adapt textbooks relating to other markets to local 
practice, although obviously questions of copyright must be ne­
gotiated with the publishers. 
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• What methods of assessment will be used to determine the success 
of individual candidates? The traditional approach of a written 
examination paper, previously unseen, is the most straightforward 
method but it has limitations. With this method some candidates 
do not do themselves justice. Such an examination measures 
performance on the day of the examination rather than reflecting 
the work done over the period of their studies. Consequently, 
there is a trend in the United Kingdom to give both a written ex­
amination and what is termed Ncontinuous assessment", whereby 
work done over the study period is evaluated and taken into ac­
count in determining the final result. 

The types of questions which will figure in the written examina­
tions also need to be considered. It is comparatively easy to set 
questions which demand factual recall but this approach simply pro­
motes rote learning. It does not necessarily establish the candidate's 
understanding of what he has learnt or test his ability to apply the 
knowledge to practical problems. A better approach would be to use 
at least some case studies where the candidate is presented with a 
problem and required to find a solution. For example, a letter from a 
policyholder with details of a claim could be presented to the candidate 
who is expected to deal with the matter. A further development in the 
direction of testing application rather than memory is the so-called 
'open book' examination whereby the candidate may use reference 
material in the examination room. This approach lets the candidate 
refer to a copy of the policy for the exact wording in dealing with a 
claims question, for instance. Traditionally, the Institute's own exam­
ination papers have involved written answers to some six questions in 
a time frame of three hours. There are several limitations to this 
method. Firstly, the marking of answers must be done by people who 
know the subject; it is a fairly time-consuming job. Secondly, six 
questions can scarcely cover the entire range of the subject. The alter­
native is to use what is termed "objective testing", most commonly 
multiple-choice questions. Multiple-choice tests have several advan­
tages. As the candidate has oniy to tick the correct answer, he can 
tackle a large number of topics, say 40 or 50 in one hour. If properly 
constructed, only one answer is correct and so the marking of answers 
is a mechanical process not requiring a specialist examiner. Such 
questions can be used at all levels but are particularly convenient at the 
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introductory or basic stage where candidate are most numerous. There 
are other matters to be decided upon as well. Where and when will the 
examinations be held? Who will set and mark the papers? What level 
of pass mark will be set? The maintenance of standards and the integ­
rity of the examination scheme need to be given careful thought at the 
design stage. Provision must be made for the training of examiners and 
the monitoring of their work. A system will be needed so as to ensure 
consistency in the examining standard, both as between different ex­
aminers and from year to year. There will be little support for a scheme 
where there are doubts as to the consistency of the qualification or de­
bate over the sensitive issue of whether it has been fairly and impartially 
administered. A timetable for the introductiort of the scheme must be 
developed. The timing of the first examinatioh must be related to the 
availability of learning materials and tuition for the subjects concerned. 

How will the scheme be administered and financed? Once es­
tablished, tuition and examination entry fees should be set at a level 
sufficient to maintain the operation but the preliminary work involved 
will almost certainly require some pump-priming funding'. Should the 
opportunity be taken to introduce codes of conduct for those who 
qualify under the scheme, particularly at the higher levels? There is no 
universally agreed definition of what constitutes a profession but it is a 
feature of all occupations generally regarded as professional that those 
engaged in them must follow a code of ethical behaviour. A code of 
conduct exists to which CII members are subject. A longer term con­
sideration is that of ensuring that those who have qualified through the 
scheme continue to build on their studies and. keep themselves up to 
date with new knowledge. Tb.is requirement is 'often called "continuing 
professional development,, or 0 continuing professional education•. 
While it is a subject which would merit a separate paper, the author 
would like to table it for attention once a qualification scheme has been 
established. 

The list of elements to be considered is not exhaustive. A host 
of administrative issues such as entry procedures and record systems 
have not been touched on. It is hoped that the coverage gives a general 
appreciation of the scope of the work to be undertaken. It will be a 
time-consuming exercise, taking at least a year, probably longer. Some 
may wonder if it is worth the trouble and expense. Clearly the author 
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has made a commitment in this regard. In conclusion, however, a 
quotation will be given from a report published by one of the 1°:stitu~e's 
sister institutes in New Zealand, which has had its own qualification 
and examination scheme quite separate from the Cll for many years, 
and has recently carried out an extensive review of these ~gements. 
Toe report posed the question: "What if there were no mdustry e~u­
cation"? The answers summarise the adverse consequences as resultmg 
in: 

• 
• 

• 
• 
• 
• 
• 
• 

Individuals who are limited to job-only perceptions; 
Limited contribution of individuals to wider company interests 
(especially a problem at management level); 
Prevalence of conservative traditions; 
A trend towards stultification, non-expansion and incompetence; 
Under-use or misuse of human capital; 
Customers receiving less than top-quality service; 
Competition gaining more often; 
Reduced profitability . 

V. CONCLUSION 

It is taken for granted that doctors and lawyers should be edu­
cated in their disciplines and that they should hold qualifi~ti~ns o_b­
tained by examination. Insurance is a complex business_ which ~ew1se 
needs able people who have been fully educated in therr vocation but 
this will only come about when a system of qualification has been 
provided and is supported by the industry. 
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Annex 1 

CII CERTIFICATE OF PROFICIENCY 

(Basic level) 

This examination consists of two, 2-hour papers . 

PAPER 1: THE INSURANCE BUSINESS 

Part I - General 

The need for insurance: The nature of risk. '. The pooling of risk. 
Insurable risk. The value of insurance to the coqununity. 

The history and development of insurance: Majpr historical and legis­
lative features in the development of insurance. · 

The main classes of insurance: Fire and special perils. Liability. 
Motor. Household. Life. Marine. The insurance market. Insurance 
companies. Reinsurance companies. Lloyd's of London. Insurance 
intermediaries. 

The basic principles of insurance. The general !aw of contract. Pro­
posal forms and policies. The essentials of a contract. Utmost good 
faith. Insurable interest. Indemnity. Subrogation. Contribution. 
Proximate cause. The function of reinsurance. 

Part II - Market Practice 

This part consists of three options. Candidates take one option only. 
The three are designated to cover the three main types of organizations 
in which candidates are employed: 



98 Human resources development in the field of insurance 

OPTION A - INSURANCE COMPANIES 

or 

OPTION B - LLOYD'S OF LONDON 

or 

OPTION C - INSURANCE INTERMEDIARIES 

PAPER 2: TECHNICAL ASPECTS 

There are three options for this paper. They cover the three main 
classes of the insurance business. · 

OPTION A - GENERAL INSURANCE 

or 

OPTION B - LIFE ASSURANCE AND PENSIONS 

or 

OPTION C - MARINE AND AVIATION INSURANCE 
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ASSOCIATESHIP DIPLOMA EXAMINATION OF THE 
CHARTERED INSURANCE INSTITUTE 

(First Examination 1992j 
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Note: Candidates must pass subjects 510, 520 and 530 plus any seven 
of the Menu Subjects. ' · 

A. Compulsory subjects 

510 Risk and Insurance 
520 Contract Law and Insurance 
530 The Business Environment 

B. Menu Subjects 

' 550 Personal Investment and the Financial Services Industry 
555 Life and Disability Yrlaerwriting 1 

560 Life Assurance Practice and Administration 
565 Life Assurance Law and Taxation 
570 Financial Aspects of Long-term Business 
575 Pension Law and Taxation ; 
580 Pension Planning and Administration ! 
600 Personal Insurances - Legal Aspects antl Underwriting 
605 Personal Insurances - Claims, Marketi4g and Management 
610 Private Motor Insurance · 
615 Commercial Motor Insurance 
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620 

625 
630 
631 
635 
640 
645 
650 
655 

700 
705 
710 
715 
720 
725 
730 

830 
835 
840 

900 
925 
930 
935 
940 
945 
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Property and Casualty Insurance Risk Assessment and 
Control 
Property Insurance Underwriting 
Legal Liabilities 
Liability Insurance Practice 
Property and Casualty Claims 
Business Interruption Insurance 
Engineering Insurances and Claims 
Construction Insurance 
Risk Management 

Marine Insurance and World Trade 
Marine Risks and their Assessment 
Marine Insurance - the Legal and Documentary Framework 
Marine Account Management and Reinsurance 
Marine Claims 
Aviation Underwriting 
Aviation Law and Claims 

Principles of Reinsurance 
Practice of Reinsurance 
The Reinsurance Market 

Lloyds Regulatory Requirements 
The EC and Insurance 
Insurance Broking 
Principles and Practice of Management in Insurance 
Accounting and Finance for Managers in Insurance 
Marketing 
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Annex 3 

THE CODE OF CONDUCT FOR CII MEMBERS 

1. The.Code 

The Chartered Insurance Institute aims to promote the highest profes, 
sional and ethical Standards in the insurance bQsiness worldwide. 

The Council and membership of the Institute look to you, as a mem­
ber, to uphold these standards and the reputation of the Institute by: 

( l) behaving with complete integrity in your professional life; 
(2) complying with the law and with the established principles and 

practice relating to insurance; · 
(3) conducting yourself in a professional and ~onourable manner to­

wards those with whom you are in contaci in business life; 
( 4) observing and applying the guide to good practice. 

2. The Guide to Good Practice 

The guide to good pras~ice amplifies the code. 

(I) Members should take every opportunity tb improve their profes­
sional capability; 

(2) The requirements and interests of clients jnust be properly con­
sidered and the confidentiality of informati~n respected; 

(3) Diploma-holders should ensure that ad~rtisements and other 
public announcements with which their qames or qualifications 
are associated are not such as might b~g the Institute into 
disrepute; j 

( 4) Members who are not diploma-holders m,bst not publicise their 
membership of the Institute in such a way as to imply the pos-
session of a professional qualification; 1 
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(5) 
(6) 
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Every member should support local institute activitie~; 
Senior members have the responsibility of enco~ragmg others. to 
attain their professional qualification and of helpmg to further m­
surance education at all levels. 

Professional development 

PROFESSIONAL DEVELOPMENT THROUGH 

CERTIFICATION EXAMINATIONS 

Robert J. Gibbons 

INTRODUCTION 
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Service industries such as insurance present a special case in 
economic development) Whereas manufacttlring industries evolve 
when demand creates favourable conditions fot investment in the ap­
propriate technology, increases in technical kno-tvledge of insurance can 
be acquired only through education and trainir{g. In other industries, · 
the investment of capital and technology in Iaiie-scale c;nterprise typi­
cally generates employment for an· already exi,ting labour force, and 
induces further education. In insurance it is thq human resources that 
are the most scarce. Therefore their dearth po~es the biggest obstacle 
to development.2 Furthermore, until local insurkce personnel are suf­
ficiently educated to provide the desired service, ~omestic demand may 
be small, or the demand may be satisfied abroadt 

' 
This fundamental difference in the path ;of development arises 

from the nature of insurance as a profession. A professional service 
involves a significantly different relationship 4f the factors of pro­
duction. As has been observed, "insurance is basipally a 'human system' 
that depends heavily on experienced managemenf and skilled personnel, 
who are, in tum, critical in the training and dev~lopment of new man­
agement personnel. The most valuable asset of ~ insurance company 
is the management knowledge of its personnel ~ bringing together the 

l 
For a general discussion of economic development in th~

1 
service sector, see Ronald 

Kent Shelp, Beyond Industrialization, New York, Prae r, 1981, and Shelp, et. al. 
Service Industries and Economic Devewpment, New Yor,. Praeger, 1984. 

2 For an analysis of skill requirements in the insurance s4ctor, see Bernard Wasow, 
"Insurance and the Balance of Payments", The lnsur4nce Industry in Economic 
Development, edited by Bernard Wasow and RaymondlD. Hill, New York, New 
York University Press, 1985, pp. 93-100. ; 
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diverse tasks involved in the delivery of insurance services" .3 Insurance 
is what Peter Drucker calls "knowledge work ... In the absence of suffi­
ciently educated personnel, successful operation of the insurance busi­
ness is inconceivable. In order to promote human resource 
development in the insurance sector, this paper analyses the concept of 
professionalism, the nature of insurance as a profession, and the role 
of certification examinations in professional development. 

I. THE CONCEPT OF PROFESSIONALISM 

The concept of professionalism may be often discussed, but is 
still poorly understood. It is inherently subjective; practitioners in di­
verse fields tend to define professionalism in such a way as to include 
themselves. One fairly exhaustive discussion of the concept of 
professionalism lists the characteristics appearing in table l below. 

In essence, these characteristics show that a professional renders 
a service by applying specialized knowledge in a way that others can rely 
upon. The buyer of tangible goods can usually inspect the product and 
examine the quality of workmanship. The recipient of a professional 
service must trust the provider of the service to apply expert knowledge 
competently and conscientiously. An insurance buyer, for example, 
may not know until a loss occurs whether he has appropriate coverage. 
This reliance, in turn, creates an ethical obligation on the part of the 
professional to perform as expected. The degree of expert knowledge 
involved also implies a unique pattern of regulation of the profession 
itself, including its entry requirements. Mastery of specialized know­
ledge is difficult to judge, except by others who have already achieved 
that mastery. Moreover, even if the essential indicators of the mastery 
of a profession could be identified and codified at a given time, advances 
of knowledge would soon render those indicators obsolete. Thus, it is 
the members of the profession who themselves must maintain the 
standards of competence and ethical conduct. 

By representing all members of the profession, a professional 
group can define the underlying body of knowledge, establish standards 

3 June P. Shelp, "Insurance Industry Technology", The Insurance Industry in 
Economic Development, p.58. 

r 
Professional development 105 

for the practi~~ of the profession, develop procedures for admitting new 
members, facilitate the exchange of information, and· present the view 
of the profession in an influential manner Standard f t . . s o compe ence 
and ethical con~uct become a significant aspect of group identity. 
Convers~ly, a unified and cohesive group, functioning as a professional 
body, reinforces those standards. 

The idea of a profession can be traced to medieval times when 
members of each trade gathered to promote their collective interest. 
Although perha~s dominated by masters, these guilds were open to all 
member~ of the trade and offered them the possibility of advancement 
to the highest level. Each guild set its own requirements for advance­
men~ from apprentice to journeyman to master. Toe guild also set 
q~ality standards for work. Although an individual craftsman seldom 
gamed a reputation beyond the immediate Ideate the guild' al . , s se was 
recogruzed_ fa~ and wi~e as the sign of skill!d craftsmanship. Thus, 
~embership 111 the guild and adherence to it~ standards brought con­
~iderable marketing advantages. It also provided a vehicle for self­
unprovement, since each craftsman learned f;rom the more advanced 
members of the guild both by formal apprenti4eship and by association 
Through sharing ideas and mutual concerns, :the guild members wer~ 
ab~e to a~apt to changing circumstances more easily. Their collective 
~Olce earned more influence with wholesalers or governmental authori­
ties than their individual voices. 

One type of guild had particular significance for the development 
of the concept of professionalism. Associations of masters and students 
w~n _the special privileges of independence and self-governance charac­
tensttc of medieval universities because of their importance for the ad­
vancement of learning.4 The paramount question was one of who 
granted the license ~o teach. When universities won recognition from 
the church and state to be the sole judge of the qualifications of their 
members,_ they achieved the status of a self-go~ming profession. Thus 
the faculties of law, medicine, and theology determined the content of 

4 Gaines Post, "The Paris Mast~rs as a Corporation•,!speculum, Vol. IX, 1934 
i!~-:!:;~th ~;>:!o~ LeNIT, P,yar1sk and Oxford Univefsities in the Thirteenth' iitid 

rll!S, ew or , John Wiley & Sons1 I 968, pp. 16-34. 
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their respective fields of knowledge and evaluated the competency of 
prospective entrants into the field. 

Down to the present time, the legal, medical and religious pro- · 
fessions have been essentially self-governing. Attorneys, physicians, and 
clerics are of course subject to the laws of society, but the most effective 
sanctions on their professional conduct have been those imposed by the 
professional association. In extreme cases, someone who h~s departed 
from the standards set by the professional body can be eff ecttvely barred 
from practicing the profession. 

As society became more complex, particularly under the impact 
of industrialization, other highly specialized occupations followed simi­
lar patterns of development. During the nineteenth century, dentists, 
physicians, attorneys, architects, engineers, librarians, nurses and ac­
countants organized professional bodies.s To differing degrees, these 
groups have asserted the principle of self-regulation. Thus, professional 
accreditation procedures, especially educational qualifications and pro­
ficiency testing, have assumed great importance. 

In the United States, Certified Public Accountants have been 
conspicuous in establishing rigorous standards of competence and eth­
ical behaviour maintained by fonnal examination procedures for new 
members and by peer review for existing members of the profession. 
Similarly, the property and liability insurance industry. reco_gmzes the 
Chartered Property Casualty Underwriter (CPCU) designation as the 
symbol of professional competence, educational attainment and ethical 
behaviour. 

11. INSURANCE AS A PROFESSION 

The insurance profession's specialized body of knowledge plays 
a critical role in economic develop~eni. Insurance transactions enable 
individuals to make exposures to accidental loss conform more closely 
to their particular risk preferences. A smoothly functioning insurance 

s Magali Sarfatti Larson, The Rise of Professionalism, Berkeley, University of 
California Press, 1977, p.246. 
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business, therefore, facilitates a more efficient distribution of risk within 
society. 

Like other types of financial intermediation, insurance contrib­
utes to economic development. One observer of developing nations, 
however, has found "a lack of understanding of the close interaction 
between financial growth and real growth - that financial institutions 
are a mechanism for mobilizing and allocating financial resources, and 
in so doing can make a real contribution to economic development•., 
This lack of understanding of financial institutions is in fact one aspect 
of the underlying problem. A financial systen:i evolves as increasingly 
sophisticated techniques are practiced to make exchanges between par­
ties who have identified a double coincidence of needs. The terms of 
the exchange, however, can only be expressed through complex legal 
and mathematical concepts. Transactions on the real side of the econ­
omy are concrete and easy to visualize. Transactions on the financial 
side necessarily involve abstractions which may be more difficult to 
grasp. Thus as financial systems develop, there are inevitably some 
people who are more proficient with these abstractions while many 
others feel confused, skeptical, and perhaps even critical. New tech­
niques that are difficult to visualize are bound to be adopted slowly. 

I 
The symptoms of such evolution shoul4 be interpreted not as 

isolated episodes, but as a continuous histqrical pattern. In re­
evaluating contemporary criticisms of the South. Sea Bubble and similar 
financial experiments of the eighteenth century, a distinguished historian 
concluded: "This uneasiness w:is the beginnin8 of the awareness of a 
new language. For currencies are languages ... : t~ey make dialogue both 
necessary and possible and they only exist when the dialogue itself ex­
istsn .7 

This explanation can be extended to oth~ fmancial techniques, 
including insurance, which has encountered public skepticism on many 
occasions. Concepts such as exposure units, deductibles, subrogation, 

6 

7 

~olger_ L. Eng~r~, •capital Formation and Economi~ Development: The Role of 
F1nanc1al Institutions and Markets•, The Jnsura*e Industry in Economic 
Development, p.118. · i 

Fernand Braudel, The Structures of Everyday Ufe, New York, Harper & Row, • 
1981, p.440. , 
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and actual cash value enable two parties to transfer risk at a 
commensurate price. The task of the professional, fluent in this ~pe­
cialized language, is to translate the concepts into recommen~a~10_ns 
that meet the needs of consumers. For consumers their unfamilianty 
with these specialized concepts and perhaps feeling ill at ease with_ the 
abstractions involved, means that they adopt these recommendations 
only when they have confidence in the person making them. 1?u~ t~e 
insurance market depends heavily on the confidence of the pub!ic m its 
specialists. 

To a large extent, public esteem for a particular professio~ de­
pends on the rigour of its education, exarninatio~ and ethics ~racttced. 
The most effective standards are those a profession sets for itself, but 
the right to self-governance does not come automatically. Soc~ety 
grants privileged status to professions only to the extent th~t- soci~ty 
benefits as a result. Professions have tended to escape more ngid social 
control and governmental intervention only b_y ~aint~g much 
higher standards for themselves than society was mclined to unpose. 

When a profession serves a social purpose in a res~onsi~le 
manner, it gains public recognition and develops a se~se of identity. 
This process reinforces the ideals of those in the_profess10n .. Aware of 
their status and responsibility, its members realize that their condu~t 
must conform to public expectations. This realization strengthens their 
commitment to the standards of the profession. They may become 
more active participants in their professional association and take ad­
vantage of more opportunities for continuing education as_ a result. As 
a general rule, the stronger, more visible, and bette~ orgaruzed the pro­
fession is, the higher the performance standards of its members. 

111. THE ROLE OF CERTIFICATION EXAMINATIONS 

Without som~ means of co~petency evaluation, however, any 
talk about professional standards can be just empty rhetoric. Thus, the 
means of evaluation is a critical issue for human resource development. 
Given the political need to encourage the growth of the profession, ex­
ternally imposed standards inevitably focus on minimum performance 
levels and provide no incentives for higher aspirations. ~~~eover, no 
matter how carefully designed the requirements may be lilltlally, over 
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time advances in the field will undermine the validity of externally de­
vised standards. However, internally generated standards of profes­
sional performance focus on the ideals of the profession. They undergo 
continuous revision as the body of knowledge advances. When a 
structured process involves the profession in setting its own standards, 
certification examinations can form the link between the ideals and the 
practice of the profession. 

As a mechanism _for human resource dev~lopment, professional 
certification examinations offer the three significant advantages sum­
marized in table 2. 1First, they provide a means for independent evalu­
ation of one's mastery of the profession's specialized knowledge. 
Objectively developed standards supplant accidental circumstances as 
the criterion for entry or advancement in the pi:ofession. Those who 
have met the standards receive confirmation of their knowledge. Those 
who have not met the standards discover what . they still must learn. 
Employers and consumers have a recognized basis for their selection 
decisions. As a result, career preparation emphasizes these standards 
rather than the accidental factors. 

Professional certification examinations also promote the ability 
to analyse factual situations and to communicate conclusions and rec­
ommendations clearly. These active responses transcend merely passive 
knowledge of the subject. Fluency in the specialized language of the 
profession and the ability to translate it into ordinary language are es­
sential skills in providing professional service to clients. Essay exam­
inations in particular require some of the same skills the professional 
must exhibit in practice. · 

Finally, professional certification examinations encourage wide­
spread recognition of the individuals who have m~t the standards of the 
profession. Recognition of their accomplishment 'enhances their confi­
dence and reinforces their educational efforts. These individuals also 
become worthy examples for others to follow. This natural emulation 
of recognized professional accomplishment promotes the growth of the 
profession itself. 

These effects have been observed in the United States over more 
than 80 years. Two organizations, which merged in 1953 - the Insur­
ance Institute of America, founded in 1909, and the American Institute 
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for Property and Liability Underwriters, founded in 1942 - administer 
examinations that evaluate proficiency in various aspects of property­
liability insurance. Proficiency leads to recognized credentials in the 
field. Foremost among these is the CPCU designation, the symbol of 
property-liability insurance professionalism in the United States. The 
American College, which confers the CLU and ChFC designations, and 
the Life Office Management Association, which grants the FLMI des­
ignation, perform a similar function in life insurance. These desig­
nations are highly respected and prized within the insurance business 
and are generally recognized by the public as important credentials. 
Many people work in the insurance sector without these credentials, but 
they still aspire to this ideal. For those who have attained a professional 
designation, continuing education is an important professional respon­
sibility. The 30,000 people who have earned the CPCU designation 
have formed a strong and effective professional society. While the In­
stitute administers its examinations in a totally independent and objec­
tive manner, these property-liability insurance professionals are its most 
important resource in aligning curriculum objectives and examination 
standards with the educational needs of the industry. 

IV. CONCLUSION 

Exact circumstances can never be replicated from one country to 
another. Some conclusions, however, may be drawn from these general 
observations. The high skill requirements of the insurance business and 
the extent to which the public must rely on expert advice give insurance 
the characteristics of a profession. Like other financial intermediation 
techniques, the insurance business develops in response to consumer 
demand, which primarily reflects income levels and public confidence. 
Thus a domestic insurance industry develops most readily in an envi­
ronment in which it can function as a self-regulating profession. Hu­
man capital is the scarce resource; certification examinations play a 
critical role in fostering the necessary professional development. 

Professional development 
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DEVELOPING MINIMUM QUALIFICATIONS FOR 

MARKET INTERMEDIARIES IN GENERAL 

INSURANCE 

Diane Laflamme and Rene Langlois 

I. LEGAL FRAMEWORK AND CHA~ACTER1STICS OF 
THE QUEBEC MAR~ET 

The general insurance distribution network in Quebec includes 
5,300 brokers and 3,700 agents, who shared $3.4 billion in premiums 
underwritten in 1989. During the same period, $2.4 billion in claims 
were settled by 3,600 claims adjusters, of whorh 1,600 were independent 
adjusters and 2,000 worked for single insurers.; 

The development of minimum qualifitjations fot market inter­
mediaries takes place within the framework o~ the legislation and regu­
lations, as well as the ethical standards goferning the activities of 
intermediaries. In Canada, constitutionally, sµch legislation and regu­
lations come under the sole jurisdiction of the jprovinces, and therefore 
may vary according to the province in which jthe market intermediary 
practices. In addition, insurance contract lawlvaries significantly from 
province to province, which QJ.eans that edudation programmes must 
be adapted to the legal realitf~s of each provin4. However, commercial 
relations between the provinces are such that, khroughout Canad~, the 
same financial institutions usually offer sifllilar financial products. 
Consequently, having uniform Canadian e~ucational complement 
programmes in· insurance is desirable (for e$ple, the Associateship 
programme of the Insurance Institute of Cana~). 

i 
j 

In Quebec, insurance brokers, agents 4nd independent claims 
adjusters must, before they can practice, pass tegulatory examinations 
to assess their basic knowledge of insurance. j In addition, they must 
have completed 11 years of general education; this may be raised to 13 

I 
years in the near future. However, there are no piandatory programmes 
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to prepare people for the insurance examinations. Basically, the con­
tents of insurance courses are left to the discretion of those offering the 
courses. They must, however, respect certain fundamental principles 
inherent to the development of qualification standards and training 
programmes. 

With regard to consumers benefits, qualification standards should 
ensure that they receive quality financial services for the lowest possible 
cost, dispensed by competent intermediaries capable of providin~ co~-· 
erage that gives identical protection from the moment the prermum 1s 
paid to the time the claim is settled. For companies, qualification 
standards must allow them to improve the quality of the services they 
offer and increase the effectiveness of their product marketing. Effective 
marketing depends mainly on the consumer's trust in the intermediary. 
In fact, it seems that the sense of financial security sought by consumers 
depends more on their confidence in their advisor than on the insu~ance 
product itself - about which they know very little. Finally, for mter­
mediaries, minimum qualifications must provide the means for them to 
fully develop their potential in a highly-competitive environment. Such 
standards must also allow them to assume the responsibilities imposed 
on them by legislation and ensure a certain degree of recognition from 
the public. 

Hence, the two objectives of such standards are, on the one hand, 
to protect the consumer and, on the other, to ensure a return on the 
human and fmancial investment made. The challenge in defining min­
imum' qualifications lies in establishing a balance between these two 
poles. In trying to achieve these two objectives, minimum qualifica­
tions must not put up barriers to becoming a market intermediary, but 
must rather encourage candidates to serve the needs of consumers and 
insurers. It is not so much a question of limiting access to the activities 
of intermediaries, but of ensuring that intermediaries are able to meet 
the needs of the public. 

Standards that exceed the resources available for compliance 
could have the opposite of the desired effect, and cause distribution 
costs to climb. Profit margins would be reduced; costs related to the 
hiring of over-qualified personnel would be passed on to the consumer 
in the form of higher premiums. 
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lbis is why it seems essential that, before setting qualification 
standards for insurance intermediaries, the specific features of the job 
market, the various aspects and segmentation of distribution, and the 
degree of uniformity of consumer financial products must be clearly 
identified. Notwithstanding the world-wide spread and globalization 
of fmancial markets, the various socio-professional, geographic, demo­
graphic, economic and legal contexts· all require different solutions, the 
sole common factor being the need to analyse these contexts before 
determining a standardized education framework. 

Within the context· of the reform of Quclbec fmancial institutions, 
the decompartmentalization of intermediaries will allow intermediaries 
to offer a diversified range of fmancial products to the public. 
Decompartmentalization has created a new game plan for education 
programmes; instead of opting for uniformity, preference is given to 
harmonizing the various optional programmes with the new minimum 
qualification standards .. 

First of all, the reform promotes self-regulation, to enable the 
establishment of a framework which lends itself to adaptation to the 
changing role of intermediaries in the financial field, while benefiting 
from the expertise of all the players involved. ! Thus, the Government 
of Quebec has created a General Insurance Ctjuncil made up of repre­
sentatives of insurers, consumers and the associations to which the 
market intermediaries belong, including the Insurance Institute of 
Quebec. This Council sets the regulatory framework within which in­
termediaries must practice. 

Having practitioners and consumers de\ielop standards together 
is a good way to ensure that the standards will be both fair and applied. 
By law, the Council must, therefore, establish 'regulations, particularly 
regarding minimum general-insurance qualification standards and the 
training required to practice the various activ,ies of market interme­
diaries. The Council is not, however, respons{ble for providing mini­
mum insurance educational programmes. It skts the parameters and, 
through examinations, ensures that the training is sufficient. When a 
candidate has passed successfully the examin~tions, a certificate au­
thorizing exclusive activities is awarded. Hence, through its regulations, 
the Council sets the objective of the examinations and recommends,' 

l 
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administratively and in a flexible fashion, the textbooks and the legisla­
tive, regulatory, contractual and other material it deems most relevant 
to prepare students for the examinations, given the situation at the time. 

For example, the Council may order that the examinations focus 

on: 

• 

• 

Legislation and regulations concerning general insurance contracts 
and the activities of general insurance intermediaries; '-
Insurance contracts commonly used for personal insurance, for 
example automobile and home insurance, for a person seeking a 

certificate to practice personal insurance; 

• Insurance contracts commonly used in commercial insurance, for 
a person seeking a certificate to practice commercial insurance; 
Insurance contracts used regularly in commercial and personal in­
surance, for example, automobile and home insurance, for a per­
son seeking a certificate to practice personal and commercial 

• 

insurance; 

• The uses and practice proper to the broker's, agent's or claims 
adjuster's activities for which the person seeks a certificate. 

As a result. the Council can indirectly orient the minimum con­
tents of the various education programmes, thereby promoting quality 
written material and healthy competition among the various organiza­

tions involved with methods of training and learning. 

. It is deemed useful to group licenses to practice according to the 
areas defmed by organizational realities. Thus, a person authorized to 
practice in a certain field should have specific knowledge in that field. 
Similarly, it is considered desirable to effect controls and training in 
various licensing categories. lbus, the training and controls in certain 
areas such as the legal framework for insurance contracts could be 
standardized for brokers, agents and adjusters. Moreover, training and 
controls in other areas such as ethics and the established methods used 
in practising activities may differ, depending on whether they are ad­
dressed to brokers, agents or adjusters. lbis differentiation may also 
apply to commonly used insurance contracts, depending on whether the 
intermediary intends to practice in personal or commercial insurance. 
This multiple licensing approach is viewed as being a means of en-
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couraging the continuing education, integration, rapid profitability, full 
development and mobility of new intermediaries. 

In detennining basic knowledge, the complexity of financial 
products mu~t be ta.ken into consideration along with the fact that 
companies and their resources focus on certain specialities. In Quebec, 
these spe~ialties are personal automobile and housing insurance, on the 
one hand, and commercial insurance, on the other. 

To make the most of the human resources and financial invest­
ment required by Jraining, there must be a perfect match between the 
specialization practised and the training materifu. This is not to mini­
mize the importance of in-depth training in in~urance. Quite the con­
trary! However minimum training in insllrance must meet the 
immediate needs of new intermediaries in temis of the duties they are 
to carry out. Within the context of regulatid,ns governing minimum 
training, a central concern is equal access to all! areas of insurance edu-
cation. ' 

' 
Some may prefer on-the-job-training, thile others may want 

correspondence courses. Still others may opt fJr training in an institu­
tion where programmes may, of course, cover rbore than the minimum 
material suggested by the General Insurance Cbuncil. In Quebec, the 
mosaic of programmes and the one-time or qontin_uing basic educa­
tional activities reflect the wealth and diversityj of various pedagogical 
approaches, which is of great benefit to interqiediaries and their em­
ployees. 

It is essential to promote training, both ~art-time and full-time, 
in remote areas as well as urban areas. The ne~ social and cultural re­
alities, particularly with regard to job sharing ~d returning to work af­
ter a long absence must be addressed as 'fell. lbe geographic 
distribution of candidates and their employers i~ also a factor that must 
be ta.ken into consideration. · 

At present in Quebec, there are on-thJjob general insurance 
programmes, or programmes offered by univers,ties, general and voca­
tional colleges, high schools, professional corpot,ations and associations 
(for example, the Insurance Institute of Canada), on a part-time or 
full-time basis, at the workplace or by correspondence. The Insurance 

1 
I 



1/8 Human resources development in the field of insurance 

Institute of Quebec sponsors and organizes many of these programmes · 
by involving, usually on a volunieer basis, practitioners in the insurance 
industry. All the programmes· are optional and initially help candidates 
prepare for the intermediaries' examinations, while later contributing to 
the continuing education of these same intermediaries. 

11. CONTRIBUTION OF THE NETWORK OF EDUCATION 
AND TRAINING INSTITUTIONS 

In Quebec, training and professional development in general in­
surance has evolved, since the beginning of the twentieth century, in an 
environment ·where the watchword has been the sharing of resources. 
There is a long tradition of joint action on the part of companies in the 
general insurance sector, of individuals who wish to make this field their 
career, and of professionals concerned about professional development. 
All these parties work together to create and run the volunteer organ­
izations and networks whose purpose is to meet the training needs of 
those involved in general insurance. The raison d'etre of these organ­
izations and networks is to sponsor and organize professional develop­
ment activities, and they all contribute, in their own way, towards a 
common cause: adequate training and continuing education through­
out the industry. Some organizations focus primarily on meeting the 
needs of the people who work in specific areas of specialization: for 
example, selling policies, claims adjusting and risk management, to 
name just a few; others have given themselves larger mandates and re­
cruit their members from all areas of general insurance related activities. 

The insurance institutes are such organizations with the general 
mandate to create educational activities. Participation, whether the ac­
tivity is a one-time education seminar or a course leading to nationally 
recognized professional qualifications, is open to anyone who wishes to 
make a career in the general insurance industry. The financial resources 
for the institutes come from all categories of employers. 

The history of the province's insurance institutes goes back to the 
year 1900, when the forerunner of the present-day insurance institutes, 
which now operates throughout Quebec, was established in the City of 
Montreal. Today the Institutes have almost 7,000 individual members, 
both students and graduates. 

l 
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The network of insurance institutes started to move towards this 
e_nd well ~fore gove~ental a~thorities imposed minimum qualifica­
tlons. ~t 1s t~ the credit of the msurance industry that it has demon­
strated_ its desrre to invest before being required to do 50 by law in the 
education and upgrading of its human resources. 

· UI. A NETWORK BUil T BY INSURANCE 
PROFESSIONALS TO ENCOURAGE PROFESSIONALISM 

. The network'formed in Quebec by the insurance institutes was 
built by professionals to promote the continuing education of other in­
~ur~ce professionals. The insurance institutes are non-profit organ­
izatm~_s. . They ~e financed in part through annual voluntary 
contnbuttons from industry employers, which totals 210,000 Canadian. 
dollars worth of funding in 1990-1991. Added to this is the Cdn $30 
annual membership fee paid by each of the 7,000 members, which is 
another Cdn $210,000, out of an overall opetating budget of Cdn 
$600,000 for the 1990-1991 year, the balance beihg financed by th _ . . . e ac 
hv1ttes. 

. The ~ctivities of the insurance institutes are addressed to the en-
trre general insurance industry. In pooling resources to reach a com­
mon goal, _employers appoint managers and instlrance specialists from 
amo~g therr own employees to sit on the Board of Directors and the 
standing committees ~f the ins~rance institutes. Leaving aside partisan 
concerns, t~ese expenenced professionals, who fpr the most part also 
hold profess10nal qualifications from an insurance institute monitor the 
~pl~mentation of a wide range of educational activities. 'These activ­
ttles. mcl~de progr~es to prepare individuals for their professional 
qualification examinations; day-long or longer seminars; conferences; 
an~ lunch~on meetings on topics of interest to the industryl which re­
quire ~ rapid response so that the available expertjfse is shared and made 
accessible to the greatest number of participants. , The Board of Direc­
tors manages the annual contributions from ebiployers as well as 

o;_ri~~ 1989-1990, nearly 2,000 people participated in iuch one-time educational 
aw~L 1 
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members' dues. It renders its membership an account at the annual 
general meeting, but is totally separate from governmental structures. 

Who handles teaching? Where do the insurance institutes recruit 
their teachers? Those who pass on knowledge already hold professional 
qualifications from an insurance institute, and added to this, of course, 
is their work experience which has won them the respect of their peers, 
as well as a keen interest in the dynamics of teaching others in a class­
room situation. 

Entrust teaching to those who are making a mark in their work 
environment - that is the precise goal. Business people with chalk in 
hand, or armed with acetate sheets and felt pens - after working hours 
- these are the people whom you will find in the network of insurance 
institutes. The people who teach courses in the Insurance Institute's 
Associateship programme are expected: to imbue their students with 
enthusiasm and the desire to master the intricacies of the industry and 
to promote the vision of an expert who goes far beyoni simply sticking 
to the letter of an insurance policy. 

The goal is to encourage the emergence of professionalism, 
nothing less! What role do minimum qualifications play in such a 
context? In response it should be stated that the insurance institutes 
are particularly well-suited and competent to participate in the applica­
tion of such minimum qualification standards, precisely because they 
bring together professionals who have worked for many years to pro­
mote professional development in a continuing education context. 

IV. A RESOURCEFUL NETWORK THAT WORKS TO 

CREATE BOTH MINIMUM AND CONTINUING 

EDUCATION BY COMBINING ITS EFFORTS WITH THOSE 

OF VARIOUS PARTNERS 

In Quebec, the network of insurance institutes organizes a wide 
range of courses to affirm and strengthen the professional nature of the 
activities of its 7,000 members. As to whether members will engage 
only in the minimum training defined by governmental authorities in 
order to exercise their profession, or become involved in more de-
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mantling programmes out of concern for professionalism this is a valid 
question. ' 

. The student ~lie~t~le of the insurance institute network is pri­
marily co~posed of tnd1Vtd_uals who work full-time during the day then 
take everung courses. The msurance institutes can reach their members 
at the workplace, in order to encourage them to pursue their education 
well beyond the minimum requirements. In effect, more than a hun­
dred key persons designated by their employers at the request of the 
Board of the local insurance institutes can be:relied on to distribute to 
wor~places _t~e- d0cumcnts announcing the training and continuing ed­
ucation activities organized by their insurance institute. These kc 
persons are also authorized by their employers to meet with new e;[__ 
~lo~ees to explain the educational programmes offered by the insurance 
mst_itutes. In addition, .key persons tell employees about assistance 
available from the employer in the form of reimbursement of the cost 
of the courses, or fmancial rewards following successful completion of 
one or more courses. 

i 

In Quebec, the network of insurance ins~tutes also works in close 
c?llabora~i~n wit~ ot~er organizations and ot~r networks with profes­
sional_ trauung obJecttves. Details follow of the resource-sharing devel­
oped m recent years between the insurance institutes in Quebec and the 
following organizations: 

• 
• 
• 

• 

The Insurance Institute of Canada· 
The Association of Insurance Brokers of the Province of Quebec· 
The institutions in the-public school sys4!m that come under· th~ 
go:ernment of Quebec (secondary, collegial and university insti-
tuttons); . 

The commissions involved in professibnal education of the 
workforce tha! come under the Quebec Department of Manpower, 
Income Secunty and Profes~ional Develofment. 

The Insurance Institute of Canada (/nstitut tf dssllTllllce du Canada) 

The Insurance Institute of Quebec has a special connection with the 
Insurance Institute of Canada (IIC). In fact, iri 1952 the Insurance In­
stitut~ of Quebec helped create this national organization that is re­
sponsible for establishing uniform teaching and examination standards 
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for candidates wishing to become Associates of the Insurance Institute 
of Canada. Examinations are held three times a year. Through their 
local insurance institutes in Quebec, everyone who wishes to make their 
career in the general insurance industry has access. to preparatory 
courses in order to prepare for these exams, no matter· what their spe­
cialization is in the workplace. 

Association of Insurance Brokers of the Province of Quebec ( A5.sociation 
des courtiers tf assurance de la province de Quebec) 

Under Quebec legislation, this organiz.ation is currently responsible for . 
giving the examination that provides access to the profession of insur­
ance broker and the designation of Associate Insurance Broker. Ex­
aminations are held twice a year. The exam covers basic concepts in 
civil liability, fire, automobile and rniscell~eous risk insurance. The 
contracts currently used for home and automobile insurance, as well as 
for commercial establishments, are also covered in the examination. 

Students who pass this exam become Associate Insurance Brokers; 
those who wish to pursue their professional development through the 
insurance institutes receive two equivalencies for two of the 12 contin­
uing education courses for the IIC diploma, which leaves them with 400 
course hours and 10 more examinations to do before they may qualify 
as Associates of the Insurance Institute of Canada. 

The Association of Insurance Brokers also offers its members a com­
plementary educational programme, which can be started as soon as the 
student has become an Associate Insurance Broker. This programme 
is about 200 hours' long and involves eight exams, leading to the pro­
fessional qualification of Chartered Insurance Broker. 

Institutions in the public education system that come under the Quebec 
Government 

In Quebec, since education and professional development are sectors 
that come under provincial jurisdiction and not under the federal Gov­
ernment, the Insurance Institute of Quebec has a provincial charter and 
therefore intervenes at the same level. 
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(I) High school progamme.t: 

In Quebec, the insurance institute network has developed with the De­
partment of Education a 15-hour introductory course in general insur­
ance, part of the programme leading to a high school diploma or a 
professional studies certificate. The content of this course was elabo­
rated from the "General Insurance Essentials .. (course 81) manual pub­
lished by the Insurance Institute of Canada. In preparation for offering 
this course in public schools, educators participated in teacher-training 
sessions led by teachers from the Insurance Institute of Quebec who 
were highly experienced in insurance and in educating people in the 
workplace. This programme, introduced barely two years ago, is ex­
pected to be soon enriched by an additional 15-hour course. 

(1) College-level programme: 

For over I 0 years, two general and professional colleges have offered a 
three-year programme that results in a Diplome d' eludes collegiales in 
administrative techniques, insurance option. In this programme, 
insurance is taught in the third and final year of the programme. Toe 
students registered in this programme are authonzed to sit for nine 
exams within the associateship programme of the Insurance Institute 
of Canada. Their marks in their college courses contribute, along with 
those of the national examination, to the calcu~tion of the final grade 
obtained in the Associateship programme of thJ Insurance Institute of 
Canada. Representatives of the Insurance Institute of Quebec meet 
each year with the candidates. · In addition, they organize preparatory 
sessions for the national exafiis. These sessions are led by industry 
professionals who have experience teaching the evening courses to 
working students. 

(3) University programme: 

In accordance with the table of <;quivalencies pkpared in consultation 
with the Insurance Institute of Canada and universities across Canada 
individuals who are already Associates of the Insurance Institute of 
Canada can have their university courses in administration and insur­
ance recognized by the insurance institute. After taking ten 45-hour 
university courses, these individuals can obtaili the qualification of 
Fellow of the Insurance Institute of Canada. l · 
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All Quebec universities participate in this programme but most courses 
offered to individuals working in the insurance industry are manage­
ment courses rather than insurance courses. The insurance institutes 
are collaborating with the Chair in Insurance at the University of Laval, 
in Quebec City, and with the University of Quebec, in Montreal, in 
order to encourage the creation of university courses dealing specifically 
with general insurance. At this time, seven of the courses offered cover 
risk management and claims adjustment. The Insurance Institute of 
Quebec sits on the Advisory Council overseeing the Certificate in Ser­
vice Administration Module at the University of Quebec, and dis­
cussions have begun on creating a certificate in general insurance. This 
certificate could eventually lead to a Bachelor's degree following the 
completion of three certificates. Negotiations have also begun with 
Tele-university, a component of the University of Quebec in Montreal, 
in order to allow students interested in a career as an· insurance inter­
mediary to have access to correspondence courses (on television) and 
prepare for the General Insurance Council examinations, so that they 
can obtain a license to practice. 

The commissions involved in professional education of the workforce and 
that come under the Quebec Department of Manpower, Income Security 
and Professional Development 

The Government of Quebec has created organizations called Hprofes­
sional development commissions" throughout Quebec. The role of 
these commissions is to evaluate training needs in terms of the human 
resources in each region and to distribute, in light of these needs, the 
government funding allocated under the various programmes to stimu­
late economic and industrial activity. The Insurance Institute of 
Quebec is represented on the Regional Advisory Committee for the fi­
nance and insurance sector of the Professional Development Commis­
sion for Greater Montreal. In other regions, a regional co-ordinator 
chosen by the Insurance Institute, after consultation with employers in 
the general insurance sector in the region, ensures contact between the 
professional development commission located in its territory. In. this 
way the needs justifying the creation of evening insurance courses for 
individuals who work during the day in insurance companies are as­
sessed, and likewise the insurance institutes which organize the courses 
to meet such needs are assured of the benefit of government subsidies. 
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V. CONCLUSION 

In S,u~bec, various levels of government and many organizatio 
~id as~oc1at1~ns representing the interests of employers and profe:~ 
s10n:31s In the mdustry contribute to the structuring of professional ed­
uc~hon and development activities in the general insurance secto 
With regard to the fmancing of these educational activities, it devolv:~ 
~n govemme~ts, employers and individuals wishing to benefit from 
I urther educat10n .. • 

. . r~~e ~1elw~r~ of insurance institutes ,has evolved in close 
~y~nb1~s1s ~1th CXJstmg stmc~ures in Quebec. This strengthens its abil­
ity to idc~tify needs_ an~ to mtervenc to propose solutions. lbe net­
¼ork of msuranc~ ~~htutes is thus in a good position to offer its 
members th~ poss1b~tie_s which allow them to co-ordinate their rnini­
~u~ educat'.onal ob1ecttves and continuing edufation throughout their 
c.irec,~s. It Is hoped that this summary of Qµebec' s experience will 
cont~but~ to the success of projects aimed at' establish.in . . 
quaW1cat · · g mmunum 

. . IOn or contmumg education programmes in other contexts 
1 he pnmary go'.31 of dev~loping minimum quali{tcations in insurance i~ 
to ensure that mtermed1aries possess the knowJ d 
tl t tl ·g1 . ! e ge necessary to see 

ia ie n' its and reasonable expectations of consumers are met. 
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TRAINING PEOPLE WITH A GREAT VARIETY OF 

BACKGROUNDS(SUMMAR~ 

Egon J. Ritter 

Perhaps, first of all, a brief summary should be given of the idea, 
purpose and structure of the Swiss Insurance Training Centre (SITC), 
a foundation of tpe Swiss Reinsur~ce Com~y. Looking back to the 
late 1950s, close contact already -existed with numerous developing 
countries where training possibilities in insurance and reinsurance were 
very limited. The traditional practice of Swiss Re to accept trainees 
from overseas created certain difficulties. Th~ intricacies of the highly 
specialized company were difficult to grasp and little suited to on-the­
job training. Moreover, it was necessary for the trainee to be ac­
quainted with at least one of the Swiss natiqnal languages. The top 
management of Swiss Re therefore decided in l960 to establish a special 
training school, convinced that it was a dutyl of the Western world -
primarily of free enterprise - to help new Statd. in non-European terri­
tories to build up their economies. Consequeb.tly, the Swiss Insurance 
Training Centre (SITC) was set up in the lonn of an independent 
foundation. In 1961, the first course in Engli$h was held, intended for 
people from Africa and Asia. · 1 

The purpose of the SITC, according to iis charter, is "the training 
of insurance personnel fromall parts of the wbrld, mainly from devel­
oping countries·. It was decided at that time that all the costs of run­
ning the Centre - courses, materials, excursio~s, tours, luncheons on 
working days - would be borne by the Swiss ~e, and that the partic­
ipants' employers would have to provide on1yi for the costs of travel, 
accommodation, food outside of working horui and pocket money. 

According to another rule, there should 1te no strings attached to 
acceptances - the SITC would admit staff of S~iss Re client companies 
as well as of organizations with which no reJfttionship existed. The 
course languages at the SITC are traditionally ~nglish or Spanish (and 
this, in the German-speaking area of Switzerlanu). 
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There is a great diversity of backgrounds of participants who 
must be, according to the rules of the house, no younger than 22 _and 
not over 45, the minimum requirements regarding age and previous 
experience in insurance or a related organization vary for the different 
course types offered. 

While in the Spanish courses, where the participants come 
mainly from Latin American countries and pcrh~ps Spain - gtus occ~­
sionally somebody from Brazil or from Mozambique - there_ is a certain 
uniformity of backgrounds - the situation is quite different m the Eng­
lish programmes. For the latter, people from practically all_ fou~ corners 
of the world come to participate in these courses resultmg m a real 
mixture of: 

• Cultures; 
• Ethical rules; 
• Religions; 
• Mother tongues; 
• Climate habits; 
• Customs regarding food and various other aspects; 
• Social standing; 
• Financial means; 
• Basic schooling; 
• Professional training; 
• Position in their companies and offices. 

On the technical side, the courses cover principally aspects of 
insurance reinsurance, finance and management, where there is again 
considerable heterogeneity from the point of view of basic training, 
schooling, higher education and professional formation. For e~ple, 
a participant from Japan with a university degree 'cum laude and 
carefully selected by his employer out of a staff of several thousand may 
be sitting next to a participant from a small developing country who 
attended primary and secondary school and possibly went through 
some sort of professional formation. · 

In a typical SITC course, especially in a non-life programme, one 
does not find a hundred specialists - but quite a few all the same. 

People such as: 
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• 
• 
• 
• 
• 
• 
• 

• 
• 
• 
• 
• 

the consultant to the top executive; 
the personnel officer; 

the person from the research and development section; 
the training coordinator; 
the agency person; 
the risk inspector; 

the fire underwriter (or marine, casualty, engineering underwriter, 
etc.); 
the motor manager; 
the claims specialist; 
the reinsurer~ 
the investment specialist; 
the accountant . 

Everyone of them is a specialist in her or his field - but the course is 
of a general nature, dealing with a wide variety pf subjects. 

The Centre always encourages the speciJ.lists in a particular field 
to assist the respective lecturers in guiding and counselling other par­
ticipants who may know little or nothing about lhat sector of insurance. 
This results in a constant give-and-take, generatly to the satisfaction of 
all concerned. Group work and case-studies al~ help to get everybody 
involved. ; 

A few aspects of the course design will t,b mentioned. The lec­
turer is invariably a specialist in her or his particular field - engineering, 
aviation, investment or whatever it might be. Quite a bit of know-how 
always lies in the multi-national student groupk, composed of people: 
from many insurance markets; from a number of insurance companies 
and related organizations; and from many different sections in the re­
spective company or organization. 

' 
There is, consequently, not just a flow ofinformation in one di-

rection - from lecturer to course participant - b~t also a flow from the 
students to the person standing at the front of the class; furthermore, a 
considerable exchange of views, experiences ahd ideas for solutions 
takes place among participants. i 

The conviction has grown over the years :that the great intern~­
tional nature of SITC courses has always been ~d will remain one-of 

. ' 
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its major assets - a point which is confmned again and again by many 
managers whose staff members have attended SITC programmes. 
What constantly impresses this author is the seriousness with which the 
participants - aged, as mentioned earlier, between 22 and 45 - carry out 
their work in the classroom, in study groups and during presentations 
in plenum or in connection with computerized management games. 
The usual six-classroom-hours per day represent a fairly heavy work 
load, especially for people who have been away from school for quite 
a few years. The written evaluations which are completed at the end 
of each course by both lecturers and participants, help in ascertaining 
everybody's feelings and in examining whether certain programme items 
should be shortened, extended, added or deleted. As a matter of fact, 
quite a few changes have been affected over the years, based on this 
indispensable feed-back. 

The teaching method is of primary importance in courses where 
students have a great diversity of experience such as those at SITC. 
This problem is real and calls for special handling of the more advanced 
students to maintain their level of participation and motivation. 

Here are just a few extracts from the 'Teacher's Guide' which 
was written recently by Brian Lacock, a retired member of the man­
agement of Swiss Re and a regular teacher at the SITC for the past 10 
years: 

"T.here are two possible approaches to course design, each taking account of 
the steps in differing ways. Where the learner's experience or starting position 
with regard to the subject is minimal, then the INDUCTIVE method of 
teaching will normally be most effective. 

This means that basically the learner is given the ground rules together with 
limiting facts which need to be known ,(Stage One). This is followed by ex­
amples and the •how to do it" demonstrations (Stage Two), leading to practice 
or to test (Stage Three). 

On the other hand, where prior knowledge and experience either of the subject 
itself or other subjects relating to it is substantial, the DEDUCTIVE or dis­
covery method of teaching will be more appropriate. The discovery method 
depends upon the student's reasoning ability based on his store of past know­
ledge and experience in order to establish the ground rules or basic factual in­
formation required. 
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In other words, the stages of learning enumerated above become largely re­
ver_se<L The student is given an example, problem or other situation from 
which he ~educes. th~ ground rules, restrictions and facts by hands-on practice 
'.1"d estabhshes prmc1ples for himself. Naturally the guidance of the teacher is 
l~portant to _provide additional information where required and to keep the 
hnes of reasoning on the correct track".J 
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The teacher must be prepared to be infmitely flexible in order to 
r~~po~d to the particular needs of each one of the wide variety of par­
hctpatmg students. The group cannot be viewed as a whole but as in­
dividual trainees each with varying experiences, abilities, strengths, 
weaknesses and sociat or cultural backgrounds. 

In closing, some of the author's own observations will be men­
tioned. Experience shows thai the planning, administering and directing 
of course after course can, at times, be somewhat tiresome. What, 
however, makes the job thrilling and exciting is the fact that those in­
volved deal so closely with people, and every programme brings a new 
and very mixed group of people together. 

B.R. Lacock, "Teacher's Guide•, p. 15. 
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EVALUATION OF TRAINING 

Milagros Z. Lacson 

INTRODUCTION 

· The training and development - or human resource development 
- field has grown at,a phenomenal rate. Some experts in the field esti­
mate that billions of dollars are spent on trainint and development ev-
ery year.t ' 

Earlier sessions addressed the question of why training was es­
sential. 1bis leads to the question of why trai$g needs to be evalu- · 
ated. At this point, for purposes of discussion, let us assume that 
evaluation results influence decision-making and lorg~tion perform­
ance in two major ways. Firstly, it provides relt·vant and°timely infor­
mation on which managers can have discus ons. Secondly, the 
evaluation process itself has certain effects on cisions and perform- . 
ance as well as on the decision-making procesl.. The first of these 
functions has been called informational; the secdnd, process.2 

l 
I. EVALUATING THE TRAINING SYSTEM 

After a clarification of evafuation and its functions, a discussion 
of the evaluation of the training system follows. '.First comes the ques­
tion of what a system is. A system has been defined as an arrangement 
of regularly interacting objects, people or events! which work together 
to perform one or more functions.3 A training shtem, therefore, may 
be defined as the organiz.ation's principle by which a training operation 
may be developed. 

Philipps, 1987. 

2 Arnold J. Love, 1983; Flamholtz, 1979. 
3 Miller, 1979. 



134 Human resources development in the field of insurance 

The training function has certain system characteristics:4 

(1) Its output is the input to another part of the system. It does not 
function in isolation. It must contribute to the larger, total system. 
If it does not contribute, it will cease to function. 

(2) It responds to data. It must be current. It must adapt or die. 
(3) It is controlled by the evaluation criteria that it adopts. If evalu­

ations are made on the basis of head count and po~ularity, all 
adjustments will be made accordingly. If it is performance and 
contribution to the organization, it will correct toward that goal. 

Now that the system's characteristics have been clarified, the 
following propositions applied at the Insurance Institute for Asia and 
the Pacific will be considered: 

( l) The training system should be viewed as a rule-system of the total 
organizatidn. 

(2) A system may be evaluated on four levels, which ·may be repres-
ented by these questions: 

(a) Do trainees like the training? 
(b) Do trainees learn from the training? 
(c) Do trainees use what they learn? 
( d) Does the organization benefit from the newly learned 
performance? 

The evaluation matrix attached as Annex I will be useful in this 
regard. 

II. PROGRAMME EVALUATION 

To guide the discussion, let us adopt a definition of training 
evaluation as the process used to determine the effectiveness of the 
training activities and the results of those activities. Other authors 
would add that this evaluation should be a continuous process which 
begins in the design phases and concludes with follow-up stud~es. The 
heart of training evaluation is judging the value or worth of a training 

4 Brethomer and Rummler, 1979. 
5 Boyle, 1981; Laird, 1985; Nadler, 1982. 
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programme. Furthermore, programme evaluation involves measure­
ment and appraisal. Measurement is detemuning by some objective 
me~s ~hether the goals for the programme have been achieved. Ap­
pr~s~ 1s the more subjective judgment of how well those programme 
obJecttves have been accomplished and whether each objective was a 
worthwhile endeavour. 

'!°us, it may be safe to say that the purposes of programme 
evaluat10n are as follows: 

(I) Such e~alua~ion hel~s keep staff focused tin goals and objectives; 
(2) It provides information for decision-making on all aspects of the 

programme; 

(3) It identifies the strengths and weaknesses ~f the programme; 
( 4) It allows for programme accountability; ' · 
( 5) It ~rovides data on major accomplishments of the programme; 
( 6) It identifies ways of improving future progtammes.~ 

i 

In effect, good programme evaluation p,t>vides useful feed-back 
to training personnel, participants, supervisors df participants, manage-_ 
ment and other interested parties throughout the life of the 
programme.7 1 

The programme objective usually setves as the basis for 
programme evaluation. · 

The puipose, design and criteria of this l programme should be 
drawn from the objectives whicli, by and large, focus on changes in: 

( l) Participants' learning; 
(2) Participants' job performance; 
(3) Organization policies, practices and functions; 
( 4) Training with policies, practices and functions. 

In other words, the changes examined~ actually Kirkpatrick's 
four levels of evaluation, which are reaction, l~g, behavior and re-

6 Boyle, 1981; Brandenburg, 1982; Kirkpatrick, 1976· ~ichalalc and Yager 1979, 
Strather and Klus, 1982. • l • • 

7 Brandenburg, 1982; Nadler, 1982. 
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suits. Annex II shows a table giving examples of evaluation questions 

and techniques. 

There seems to be no single accomplished way of conducting a 
programme evaluation. Rather, a number of mo~els hav~ ~en devel­
oped showing the progress in this field. A co~po~1te descnpbo~ of how 
to design a systematic evaluation process, usmg ideas from vanous au-

thors is given in Annex III. 

There are two approaches used for programme evaluation: 
quantitative and qualitative. The quantitative appr~a~~ inv~lves nu­
merical measurement, for which the assistance of statisticians is us~ally 
sought. The ·qualitative evaluation focuses more on ~erbal or wntten 
descriptions. Examples of quantitative designs appear m Annex IV. 

As a guide in deciding on techniques for co~ecting ~v~uation 
data, Anne_x V is presented. It is based on operat10nal guidelines of 

various authors. 

111. POST-TRAINING EVALUATION 

Evaluation should be done before, during and after training. 
Evaluation after training, known as post-training evaluation, will be the 
focus of this section. Two main approaches to measuring the effec­
tiveness of programmes are self-report and the behavioural measure. 
To obtain self reports, participants evaluate their skills, knowledge, or 

attitudes with respect to the content of the training. To obtain 
behavioural measures, someone else other than the participant must 

give a rating on the same outcome. 

For the self-report, a problem usually associated with this ap­

proach is the instrumentation effect known as "response-shift basis". 

The PRE-THEN-POST testing capital cures this problem.8 

The merit of the conventional pre-post testing needs to be re­

viewed. The training influences the participants' reference frame with 

respect to the item in question; therefore, pre-post comparisons are not 

8 Bob Mezoff, 1981. 
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entirely legitimate since the reference frame at PRE is often different 
from the reference frame at POST. 

Training changes the participants' reference frame for responding 
to the self-report questionnaire. The shift in the participant's reference 
frame is called a ·response shift" and the tendency of traditional self­
report to evidence these shifts is called "response-shift basis ... Pre-post 
measures are therefore non-comparable. 

To make legitimate pre-post comparisons, there is a need to ob­
tain a pre-measure which reflects the same yardstick that the participant 

I 

uses at post testing. To collect such a measure, the participant should 
be asked after the training to reflect back to his level of functioning prior 
to training and to re-rate himself. Thi\,; measure is called the "THEN• 
measure. The technique for this type of self-report is called 
PRE-THEN-POST testing. 

This type of testing has demonstrated superiority in a variety of 
training sessions. These settings include: l~hip skills training; 
interview skills training; training in basic helping skills; assertiveness 
training; as well as the measurement of learnin* in traditional classroom 
settings and improvement in teaching skill. ' 

In all previous studies, pre-post compari~ns under-estimated the 
benefits of training. Data from a ·human relations workshop using 
Pre-Then-Post testing revealed significant impact on all four dimeo­
s10ns. Annex VI compares pre-post results with pre-then-post results. 

IV. MEASURIN.G THE RETURN ON HRD 

The ultimate level of evaluation is to cohlpare the financial ben­
efits of a programme to the cost of that programme9 This comparison 
is referred to as the return on HRD, the illusive goal of many 
programme evaluators. 

Except for actual cost savings, the easiclit programme measure­
ment to convert to a dollar value is a change iri output. An increase in 

9 Philipps, I 987. 
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output can appear in a variety of forms such as increased production, 
sales or productivity. Savings in time and improvements in quality are 
a little more difficult to convert to a dollar value; the greatest level of 
difficulty encountered is in attempting to convert soft data such as 
changes in attitudes, a reduction in complaints, or the implementation 
of new ideas to a monetary unit. · 

In calculating the return, it is best to define the term ~return on 
investment" (ROI) in the HRD field. This criterion measures the an­
ticipated profitability of an investment. It is used as a standard measure 
of the petformance of divisions on profit centres within a business. For 
HRD programme evaluation, the return may be expressed in the fol­
lowing way: 

Net programme benefits (or savings) 
Return = ------------------------------------------------------

Programme cost ( or programme investment) 

Toe investment portion of the formula represents capital ex­
penditures such as a training facility or. equipment plus initial develop­
ment or production costs. The original investment figure can be used, 
or the present book value can be expressed as the average investment 
over a period of time. If an HRD programme is a one-time offering, 
then the factor is all the original investment. However, if the initial 
costs are spread over a period of time, then the average book value is 
usually a more appropriate factor to use. This value is essentially half 
of the initial costs, since through depreciation, a certain fixed part of 
investment is written off each year over the life of the investment. 

In many situations a group of employees is trained at one time, 
so the investment figure is the total cost of analysis, development, de­
livery and evaluation lumped together for the bottom part of the 
equation. The benefits are then calculated assuming that all participants 
attend the programme or have attended the programme, depending on 
whether the return is a prediction or a· reflection of what has happened. 

Toe calculation should be kept simple.to To illustrate, let us as­
sume that an HRD programme had init~al costs of· $50,000. The 
programme will have a useful life of three years with negligible residual 

l O Philipps. 
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value at that time. During the three-year period, the programme 
produces a net savings of $30,000 or $10,000 per year ($30,000/3). The 
average investment is $25,000 ($50,000/2) since the average book value 
is essentially half the cost. The average return is 

Annual savings $10,000 
ROI = -------------------- ------------------------ = 40 % 

Average investment $25,000 

ROI may be calculated prior to an HRD programme to estimate 
the potential cost-effectiveness or done after a programme has been 
conducted, so as to measure the results achieved. The methods of cal­
culation are similar. 

It is recommended that ROI be calculated when the programme 
benefits can be clearly documented and substantiated, even if the bene­
fits are subjectively perceived. If management believes in the method 
of calculating the benefits, then they will have confidence in . the value 
of the return. The nature of the programme can also have a bearing 
on whether or not it makes sense to calculate a return. Management 
may accept, without question, an ROI calculation for a sales training 
programme. Conversely, an ROI for a programme which teaches 
managers the principles of transactional analysis might not be that easy 
to calculate and accept. Thus, the key considerations are how reliable 
the data are, and how believable the conclusions are based on subjective 
data. 

V. CONCLUSIONS 

The need to evaluate the training system has been disussed along 
with the various ways of evaluation. Return on investment calculations 
were then proposed. There is so much more that can be done. The 
challenge is ours, and the opportunity is here. 
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What we want to know What might be Measurement 
Annex 1 measured dimensions 

EVALUATION MATRIX I. Are the trainees Comments between Observation 
What might be Measurement happy? trainees Interview What we want ~o know 
measured dimensions If not, why? Comments to instructor Questionnaire 

Questions about 
Relevance a. Concepts not exercises ,. Are the trainees Trainee reaction 
Threat relevant • Approach behaviour• 

happy? during workshop 
Ease of b. VS design to exercises 

If not, why? learning c. Trainees not • Approach behaviour Observation 
positioned to project Interview 

a. Concepts not Questions about Questionnaire relevant project concepts b. VS design 
T raince performance Perceived "worth" 

c. Trainees not v - Relevance; 
properly alter work.shop 

or C - Learning II. Do the materials Learning time Observation positioned energy teach the Performance on Document review 
concepts? exercises 
Presentations 

Trainee performance Understanding lr not, why not? 
11. Do the materials Application a. VS structure Action plan Observation teach the during workshop 

for project Document review concepts? b. Lessons Use of tools Interview If not, why not? 
Trainee performance Understanding on exercises Questionnaire 

a. VS structure Application -Presentation Presentations at end of -Examples workshop Facility 
b. Lessons Articulation -Exercises 

II I. Arc the concepts used? Discussions Observation -Presentation If not, why not? Documentation Interview -Examples 
Results Document review -Exercises 

Analysis a. Concepts Questionnaire 
111. Arc the concepts used? Performance improve-

Action plan - Not relevant ! critical incid.} 
If not, why not? ment projects 

Results - Too complex Discussions Observation 
- Too sophisticated Doctlmcntation Interview a. Concepts b. Inadequate tools Results Document review - Not relevant 

Problem solving technique Questions asked c. Environment not Questionnaire _ Too complex Action proposed supportive ( critical incid.) 
_ Too sophisticated Action taken On-going management Discussions Observation b. Inadequate tools 

Meetings Interview c. Environment not 
Documentation Document review supportive 

. On-.going management Dissemination effort Questionnaire 
Language ( critical incid.) approach People management IV. Does application of Discussions Interview 
process concepts positively Documentation Document review 

Problcrr: solying Problem identification alTcct the organization? Results Questionnaire 
IV. Docs application of Analysis If not, why not? ( critical incid.) 

concepts positively Action Discussions Interview alTcct the organization? Results Documentation Document review If not, why not? 
Problem prediction Potential problem Results Questionnaire 

identification ( critical incid.) and prevention 
Analysis Performance data Document review 
Action 

Performance measures Output mea~urcs . 

Specific to a I ntcrim or diagnostic 

particular workshop· measures 
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Annex 2 

EXAMPLES OF MAJOR EVALUATION QUESTIONS AND APPROPRIATE TECHNIQUES 
TO USE, BASED ON THE FOCUS OF THE EVALUATION 

Focus of evaluation 

Participants' learning 

Participants' job performances 

Organizational policies, proce­
dures, practices, and functions 

Training unit's policies, proce­
dures, practices, and function 

Major question(s) asked 

What knowledge, skills, and 
attitudes were learned by the 
participants? 

What changes were made in 
participants' job perform­
ances as a result of the 
programme? To what degree 
are those changes maintained 
over time? 

What are the tangible results 
in relationship to the whole 
or subsections of the organ­
ization? (e.g., reduced costs, 
improved quantity, reduced 
turnover, less absenteeism) 

What improvements, if any, 
could be made in the 
programme planning process? 
llow well did the participants 
like the programme? Are 
training personnel doing their 
jobs elfectively? Does the 
value of the participants' im­
proved performances meet or 
exceed the cost of training? 
Is the training programme 
administered in an elfective 
and efficient manner? 

Techniques appropriate for 
data collection 

Pencil and paper tests, per­
formance tests, product eval­
uation, attitude SIJ,rveys 

Observations, written ques­
tionnaires, interviews, per­
formance appraisals 

Review appropriate records 
before and afier training (e.g., 
productivity, . absenteei~m), 
interviews, wntten question­
naires, cost-benefit analyses 

Written questionnaires, inter­
views (individuals and group), 
performance appraisals, cost­
benefit analyses. 
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Annex 3 

A NINE-STEP PROCESS FOR PLANNING AND CONDUCTING A SYSTEMATIC 
PROGRAMME EVALUATION 

Steps 

One: Identify the individuals to 
be involved in planning and 
overseeing the evaluation 

Two: Deline precisely the 
purpose of the evaluation and 
how the results will be used. 

Operational Guidelines 

An individual or team of in­
dividuals should be desig­
nated to plan and oversee the 
programme evaluation proc­
ess. Some larger organiza. 
tions have personnel 
designated for this function. 
Others choose to hire outside 
consultants •• 

The purpose of the evaluation 
should be clearly stated and 
understood by all parties in­
volved. It is especially im­
portant to meet the 
expectations of top manage• 
ment and the supervisors o( 
those being trained in definJ 
ing the purpose. 

Three: Specify what will be Five major areas can be 
judged and formulate the judged: 
evaluation questions. 

Four: Determine who will supply 
the needed evidence. 

(I) 
(2) 

(3) 

(4) 

Participants' learning; i 
Participants' job per-i 
formances· ' 
Impact o~ the organiza- j 
tion; ; 
Impact on training unit's: 
policies, procedures, 1 

practices, etc. The spe- I 
cific, questions should i 
address the purpose ofl 
the evaluation. 

Evidence can be gathered 
from participants, their 
supervisors, training stalf 
members, instructors, man­
agement personnel, and out­
side consultants. 

Examples 

Two stalf members from the 
training departments are re­
sponsible for the overall de­
sign and conducting of the 
evaluation. They will consult 
with other stalf ( e.g., manag­
ers, supervisors, trainees) as 
needed 

The major purpose of this 
evaluation is to determine 
whether the trammg 
programme has produced a 
major change in the job per­
formances of trainees. A sec­
ondary purpose includes the 
improvement of the training 
programme itself. 

The major item to be judged 
is the participants' change in 
job performances with the 
secondary item being the 
training programme itself. 
The evaluation questions are: 

Was there a change in 
the job performances of 
the participants as a re­
sult of the training 
programme? 

(I) Was this change in job 
performances maintained 
over a nine-month pe­
riod? 

(2) How could the training 
programme be changed 
to better meet the 
changing job needs of 
the trainees? 

Primarily, evidence will be 
gathered from . participants 
and their immediate supervi­
sors. Training stalf will also 
be asked to supply some of 
the materials. 
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five: Specify the evaluation 
design to be used. 

Six: Determine the data 
collection techniques to be used. 

Seven: Specify the 
procedures to be used. 

analysis 

Eight: Specify what criteria will 
be used to make judgements 
about the programme. 

Choose a design that matches 
the evaluation purpose, 
questions, and nature of the 
programme. Examples of 
quantitative evaluation de­
signs include one group pre­
test and post-test, one-group 
time series, and one 
nonrandonized control group. 
A qualitative design could 
also be used. The optical 
choice of design may not al­
ways be the most feasible or 
practical. 

The techniques chosen should 
be based primarily on the 
purpose of evaluation and 
design chosen. In addition, 
the characteristics of the re­
spondents, the expertise of 
the evaluators, and the time 
and cost requirements should 
be considered. 

The analysis procedures are 
related directly to the evalua 
ation questions, design, and 
kind of data collection tech­
niques used. For quantitative 
data, they can range from 
simple numerical counting or 
percentage reporting to very 
sophisticated statistical anal­
ysis. Qualitative data is usu­
ally reported in prose fora, 
though some simple numer­
ical tables are also used. 

The criteria chosen indicate 
the level of performance or 
change that will be considered 
acceptable. Criteria should 
be set for each major evalu­
ation question. 

- A one-group time series de­
sign is chosen to measure the 
change in the job perform­
ances of participants. A 
qualitative format will be 
used to examine the training 
programme itself. 

Three primary techniques will 
be used to conduct the evalu­
ation: inten'iews, written 
questionnaires, and a review 
of performance records. 

As the quantitative data are 
at nominal level, the analysis 
will consist of frequency 
counting and a chi-square 
statistical procedure. The 
qualitative data will be ana­
lyzed using a content analysis 
procedure. 

Sample criteria based on the 
quantitative data are: 

(I) 

(2) 

The participant must 
demonstrate he or she 
can make X % more 
widgets within an eight­
hour shill after the train­
ing programme than 
before; and 
The participants will 
make X % less reject 
products after the train­
ing programme than be­
fore. 

For qualitative data the crite­
ria arc less clear-cut. Rather, 
a judgment is made based on 
trends and themes that 
emerge from the data. 

f Evaluation of training 

Nine: Determine the time-frame The time frame may he a set 
and the budget . needed to time (e.g., before and after a 
conduct the evaluation. specified programme) or be 

done on a continuous basis 
f e.g., recording of change in 
the learning of participants 
for all training programmes). 
Programme evaluations cost 
money, so a realistic budget 
~h_o_ul~ be negotiated prior to 
m1t1atmg the process. 
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-The time-frame for the quan­
titative evaluation is: 

• 
• 
• 
• 
• 
• 

Pre-test 1: April 
Pre-test 2: June 
Pre-test 3: August 
Treatment: September 
Post-test I: October 
Post-test 2: March 

Qualitative data will be col­
lected throughout the project. 
The budget for the evaluation 
has been set at SI0,000, for 
example. 
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Annex 4 

EXAMPLES OF STANDARD QUANTITATIVE DESIGNS 

Type of design 

One-group -post-test-only 
design ("one-shot cast 
study") 

One-group pre-test/ 
-post-test design. 

Time-series design 

Control group design 

Description 

Evaluating a single group 
only once after that g_r~up 
has completed a trammg 
programme. Data are gath­
ered in a -post-test procedure. 

Collecting data both prior to 
the training and after the 
training on one group of par­
ticipants. This allows for 
comparison of the individ­
ual's or group's knowledge 
level, skill, or attitude change. 

Multiple observations/testing 
over time of a group of train­
ees. The observations/testing 
may be on the same group of 
trainees or can be made on a 
second, but similar group. 
The expected outcome is that 
the knowledge, skills, or atti­
tudes would be different after 
the training. 

A comparison between two 
groups. Both groups are 
given a pre-test. Then one 
group is given the training, 
followed by a -post-test. The 
control group may be chosen 
randomly (an experimental or 
randonized experiment) or be 
a separate, intact group that 
has comparable character­
istics (nonequivalent . group 
design). 

Timing of design 

I Give training ! 
v 

post-test 

pre-test 

Give training 

post-test 

pre-test I 
v 

pre-test 2 
v 

pre-test 3 
v 

Give training 
v 

post-test 4 
v 

post-test 5 
v 

post-test 6 
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Annex 5 

TECHNIQUES FOR COLLECTING EVALUATION DATA 

Tedmiq11e De.m·iption 

Observations Watching trainees 
while they work at 
actual or simulated 
job tasks and record­
ing the knowledge, 
skills and/or attitudes 
that trainees display. 

I ntcrvicws I Conversations with 
people ( e.g., trainees, 
training staO) indi­
vidually or in groups, 
either in person or by 
phone. 

Written questionnaires Gathering of opin­
ions, attitudes, per­
ceptions, or facts by 
means of a written 
series of questions. 

Tests 

Trainee products 

Consists of paper and 
pencil, or perform­
ance tests. Used to 
rncasurc a traincc·s 
knowledge, skills, or 
attitudes. 

Products that train­
ees produced for rc­
\'icw ( e.g., rchuilt 
engine, set of written 
reports, audiovisual 
r,rcscntation, repaired 
ci.1uipmcnt). 

Operational 
G11idtli11es 

Can be open-ended 
or structured with 
specific variables to 
investigate. Observ-
ers must have a clear 
picture of wtiat they 
should be ol,serving, 
who, and how. 

Can be open-ended 
or formally struc­
t11red with ; specific 
questions to ,sk. For 
formally structured 
interviews, ' pre-test 
intcf\'icw questions. 
Interviewer must lis-
ten and not judge re-
sponses. 

Can use a \'liricty of 
question formats: 
open-ended, ranking, 
chccklists, scdles, and 
forced choices. Can 
be aJministcred 
through mail or gi\'en 
to individuals or 
groups to corhplctc. 

Appropri11te 
e1•a/11atio11 approaches 

Quantitative & quali­
ath·c. 

Quantitati\'c & <1uali­
tativc. 

Primarily quantita­
tive. 

Know what khe test l'rinmrily quantita-
mcasurcs '. (know- tive. 
ledge, skills, 'or atti-
tudes) and use as an 
c\'aluation tool onlv 
for those arc.is. 
Check to sec that the 
test is both reliable 
anJ rnlid. O1oosc a 
test carcfolly.' Check 
to sec if what it 
measures is . impor-
tant and rclc,11111. 

The products :wanted Quantitati\·c & quali­
should be clcdrl\' an,1 tati\·c. 
precisely ~ciincJ. 
The trainee, if possi-
ble, should bciahlc to 
use the product on 
the job. ! 
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Organizational 
and documents 

records Written materials de­
veloped by the or­
ganization. 
Examples include: 
performance ap-
praisal reporu, pro­
duction schedules 
and reports, audit re­
ports, records of ab-
senteeism, job 
efficiencv indexes, 
and annual reports. 

Cost-benefit analysis A method for assess­
ing the relationship 
between the out­
comes of a training 
programme and the 
costs required to 
produce them. 

Data should be sys­
tematically collected 
and recorded so that 
it is easy to retrieve. 

Develop the cost side 
of the equation. In­
clude both direct and 
indirect costs. Cal­
culate the benefits 
side by focusing ei­
ther on increasing re­
venues or decreasing 
expenses. Must have 
quantitatively mens­
urable outcomes to 
use this technique. 

Primarily quantita­
tive, although some 
of the written materi­
als may be of a qual­
itative nature. 

Quantitative. 
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Annex 6 

COMPARISON OF PRE-POST RESULTS WITH PRE-THEN-POST RESULTS 

Pre-post results (scale from Oto JO) 

Item Post Pre-Post 
Pre-test test % increase 

Listening skills 5.69 7.62 34.0" 
Knowledge 'of self 7.00 7.84 12.0 
Perceptiveness of others 6.31 7.31 16.0 
Ability to interpret 
non-verbal communication 5.92 

' 
7.15 21.0 

Then-post results (scale from Oto /0) 

Item Pre Then 'Post 
Then-post 
% increase 

Listening skills 5.69 5.38 7.62 41.0* 
Knowledge of self 7.00 5.62 7.84 40.0" 
Perceptiveness of others 6.31 5.42 • 7.31 35.0* 
Ability to interpret 

non-verbal communication 5.92 4.69 11.15 52.0* 
Note: *Statistically significant at p < .OS level. 
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TRAINING EVALUATION AND AUDIT 

J. Rodrigues da Silva 

t WHY TRAINING SHOULD BE EVALUATED 

Training is regarded less and less as a Jll.erely social expenditure. 
For several years now, it has been recognized Js a productive medium­
term investment. This being the case, effo~s are increasingly being 
made to analyse training, either at the enterptise or training institute 
level, not only to determine what purpose it setyes, but also to study its 
cost-effectiveness ratio. · 

The development of human resources is probably one of the 
most important strategic variables of the result~ of an eriterprise or or­
ganization. Thus, since development enterprist projects depend on the 
"human resources" variable, training can no \onger simply follow or 
even go together with development, but must ~ticipate it. This com­
mitment to forecast the future leads to better. knowledge and under­
standing of training needs in the broader conte¼t of society. 

l 
11. EVOLUTION OF THE CONCEPT bF EVALUATION 

When used in a restrictive sense, the tenµ "to evaluate" basically 
meant - and still does mean - to compare resu{ts with fixed objectives. 
In other wonls, the aim is simply to find out w~ther pupils, or learners, 
have acquired the necessary knowledge or skilJ.sj or whether the number . 
of pupils trained is in keeping with the ambitio~s and goals defined by 
the training system. The reference model for subh an approach is based 
on a simple cybernetic arrangement with input objectives and output 
results. The emphasis is thus on fmding simpld indicators. 

l 
Training systems have gradually proved ito be complex systems 

whose output results could not be analysed in sii:nple terms. In fact, the 
results are only one part of the broader set of btrects produced by the 
system. 
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Whereas results relate to objectives, effects may be wanted or 
unwanted, direct or indirect, lateral or even induced. As with all social 
systems, results or consequences that were of secondary ~~rtance at 
the outset can in many cases be more important than the onginal effects 
sought. Evaluation can thus no longer be limited to comparing results 
in terms of objectives. 

This new way of loolcing at the concept of evaluatior, as the re­
sult of a more 1ateral"' observation has caused it to be expanded to­
wards. or extended to the training system. ~at matters is no longer 
seeing whether it is effective, i.e. what it produ~e~, b~t es~~ci~y 
whether it · is efficient, i.e. how it produces. In addition, if trairung 1s 
treated as an•investment, then a yield from this investment can be ex­
pected. It is at this point that training evaluation takes on its bro~d_est 
and most complex meaning, giving rise to the concept of the trauung 
audit. 

111. -EVALUATING TRAINING ACTIVITIES, PLANS AND 
SYSTEMS 

Based on the theory that every separate training activity can be 
integrated into a training plan and a training system, we ~an say that 
evaluation can take place at three levels, the results of which can be 
measured more or less easily and with an increasing degree of com­
plexity as we get closer to the systemic approach to vocational training. 

A. Evaluating training activities 

Although the classroom evaluation of pupils and trainers _is. of 
limited value, it should be regarded as indispensable for sound tramu.:i,g 
management. Initially, it relates only to the act of teaching itself, eval­
uating whether objectives have been properly f~rmulated an~ 
programmes well structured. At this point, the evaluation of results 1s 

part of the regulation and monitoring function, w~ch_ can talc~ place 
at the operational or implementational level. Mom~onng at this le.vel 
can consist of procedures such as individual exercises for evaluatmg 
knowledge, oral questioning, problem solving, simulated situations and 

fmal evaluation questionnaires. 
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This is an easy evaluation to conduct and one that yields positive 
results if the objectives have been carefully formulated, with a good se­
lection of trainers, and if favourable conditions as to premises, equip­
ment and other training aids are available. 

By way of illustration, the following example is taken from a 
training activity carried out at our Training Centre: 

Course: 

Beneficiaijes: 

Behavioural objectives: 

Receiving, the public 

Receptionists in Accident Claims 
Departments - 65 persons 

! 

Dissemination of information, 
dispute seftlement, atmos­
phere of Sfttisfaction, etc. 

Questionnaires filled out by the participants after the training activity 
show excellent results. On a scale of O to 5J the average overall score 
for indicators relating to the training and lear"11g process, programme 
content and trainers is 4.45. i 

B. Evaluation of trainin$J plans 

A training plan, which is considerably broader in scope than a 
simple training activity or course and in which other indicators and 
theories, both qualitative and quantitative, rhust be included, is more 
difficult to judge and therefore to evaluate. 

Participation in different activities (cotirses) makes it difficult to 
judge what the training has Hproduced"' in terms of practical changes. 

The evaluation of the results of a traibing plan may take place 
at two levels: · 

• A tactical control level; and 
• A strategic or integration level. 

The first involves two types of measures: 
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(l) nFollow-up" activities with the trainer, which have the two-fold 
purpose of enhancing learning and helping participants evaluate 
the extent to which their knowledge has been consolidated and is 
being applied. The evaluation of these results is based mainly on 

job performance indicators. 
(2) Recording and evaluating improved job performance, directly or 

indirectly as a result of training activities. Such recording takes 
place with the co-operation of the participants' hierarchical supe­
riors and is based on a grid of indicators. 

The strategic intervention level can appear at two points: 

• In defining the learning objectives of the training plan, which may 

be annual or pluriannual; 
• In evaluating the extent to which strategic training objectives have 

been achieved. 

This evaluation is discussed and approved at the company management 

level. 

Let us return to the example given earlier of the training of the 
staff of accident claims departments. The training activity we briefly 
described was part of a training plan which also included technical 

training and follow-up activities. 

Changes in job performance and the entire underlying training 
plan thus have to be evaluated. This involves added difficulties, both 
for those doing the evaluation and those being evaluated. 

The indicators resulting from the questionnaires give a final av­

erage score of 4.05 on the same Oto 5 scale. 

Although it is still quite good, this result is lower than the result 
of the simple training activity evaluation and shows that there is neces­
sarily a difference between evaluating the effectiveness of a purely ped­
agogical act and finding out what the training "produces .... 
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IV. THE TRAINING AUDIT 

Evaluating the effectiveness of training and the efficiency of a 
training system is a matter of concern to all enterprises, professional 
associations and training institutes. Stating the question in these terms 
means basically recognizing that training goes together with investment 
and that it should therefore be evaluated as such. 

Defining the concept of training audit is not an easy task, and this 
earned it an OECD definition. According toiGuy le Boterf, who con­
ducted an audit of vocational training in the insurance field in France, 
a training audit" ... is a systematic examination, based on explicit criteria 
for a training system, of its results and effects for the purpose of identi­
fying the problems that arise and taking appropriate decisions to resolve 
them ... ". 

i:ws deftnition is based ?n t~ key cofcepts: ~e s~ste?1atic and 
methodical nature of the exanunat10n, the use of explicit cntena and the 
submission of solutions for the problems. 

The first concept or idea, systematic sounding and methodical 
examination, must be applied simultaneously\to the effects of the sys-
tem and its operation. 1 

The use of explicit criteria also means the objective 
concretization of the reference framework: if gaps are to be measured, 
contradictions pointed out and malfunctionings reduced, there have to 
be some reference points (indicators and ratios) making it possible to 
recognize the existence of gaps and inconsisteqcies in the system. 

The third key concept referring to decision-making is the fact that 
the audit is not limited to the formulation of findings. It helps to solve 
existing problems or problems that are foreseeable in the medium term, 
while putting forward practical, operational proposals thus contributing 
to decision-making. 

The basic criteria that should be used for setting up a training 
audit are essentially the following: : 

I ,I 

II 
ij 
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• 

• 

• 

• 

• 

• 
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Criteria of relevance for estimating whether the objectives sought 
are valid for the problems to be solved; 
Criteria of consistency for determining the extent to which deci­
sions concerning the internal functioning of the training system are 
appropriate for the market sector at which it is aimed; 
Criteria of conformity for ensuring that the administrative and fi­
nancial operation of the system is in keeping with the rules, regu-
lations and statutes that govern it; \ 
Criteria of effectiveness for comparing the results obtained with the 
objectives set and analysing the effects produced by the training 
system; 
Criteria of efficiency for strict monitoring to ensure the optimal 
use of the available resources (human, financial, material, etc.), 
which will make it possible to analyse the cost-effectiveness ratio. 
Criteria of timeliness for evaluating whether decisions and their 
consequences occur at the appropriate times. 

The training audit is thus part of a monitoring and regulation 
macro-function. Apart from the fact that effects cannot be separated 
from training, there are many practical obstacles which stand in the way 
of a genuine training audit: lack of measurable criteria, too long a lapse 
of time between training and the evaluation and the wide variety of 
variables that can explain the increase in productivity and sales or 
behavioural changes following participation in training courses. 

Solely quantitative indicators can supply some very useful indi­
cations through an analysis of the number of hours of training, the 
number of participants, the number of courses, etc., but they are not 
sufficient for a systematic and methodical examination of a training 
system. 

Those of use who are aware of the true meaning of training and 
who can project its. impact through information received, opinion 
studies and more or less systematic surveys would like our work in the 
insurance training sector to be given fuller and more scientific approval. 
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THE ROLE OF INSURANCE EDUCATION IN 

COLLEGES AND UNIVERSITIES 

J.F. Outrevil/e 

I. PROFESSIONALISM IN INSURANCE 

157 

The patte'm of training and education! in the insurance industry 
has changed significantly in recent years, as managers and educators 
have realized that a fundamental requirement for the future of the in­
dustry is to improve the technical excellence of those who are asked to 
conduct business fairly and intelligently. 

. T~aining _is, ~f course, an amalgamation of planned experience, 
specific mstruct1on m general and particular techniques, and also asso­
c_iated educati~n. A solid foundation of insutance principles and prac­
tices, alo~g with _an understanding of the ecbnomic, social, legal and 
technological enVIronment, provides a framework against which to in­
terpret the current trend of this service industry. 

The need for highly qualified personnel has resulted in ~ in­
cre~sed emphasis on education.' The connedion between general edu­
cation and professionalism is vital both to the industry's operations and 
to its credibility with the p11blic. 

A. The public's image of i{lsurance 

. ~e insurance industry has been complaining about the image 
which this branch of economic activity has in the eyes of the public. 
Many efforts have been made to try to ameliorate the image of insur­
ance, but with very limited results. Insurance remains a "bad news" 
business. 

Similarly, the negative attitude of stuJlents towards insurance 
prof~ssions is a phenomenon that has been de'°onstrated by numerous 
studies. One of the characteristics of modem kocieties seems to be the 
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prestige associated with certain professions as c~mpared ~o others. 
Studies in the United States and Canada (Outreville and Zms, 1984) 
have shown that students accord very little prestige to the insurance 
professions (see Annex I). 

Equally unsatisfactory is the way insurance is viewed by the 
broader public in most countries of the world. Among the fun~ental 
reasons for such a situation are certainly the inadequate perception of 
the real importance of insurance and of its role in risk management. 

B. Management education 

Most people enter the insurance business with scant knowledge 
of the economic, legal or social background of this industry. Con_se­
quently, many insurers offer their new employees insurance-spec~c 
training programmes, which are usually short in duration and tending 
towards functionality. 

In order to operate a successful insurance organization, the pro­
found knowledge of techniques and possibilities must be completed by 
a knowledge of the financial, marketing and technological emJronm~nt 
and last but not least, by the acquisition of management skills which 
will

1

enable an environment to be created where the best people will give 
their best to the profession. 

Management education provides students with basic or advanced 
management knowledge and skills required for a wide range of m~a­
gerial jobs in unknown organizational contexts (mana~em_ent education 
is not concerned with solving the problem of a specific Job or organ­
izational unit). 

11. INSURANCE EDUCATION IN COLLEGES AND 
UNIVERSITIES 

What should be the role of colleges and universities in promoting 
insurance education? 

The insurance industry needs technically qualified personnel de:· 
veloped by colleges and universities (business schools or faculties of 

The role of insurance education in colleges and universities 159 

commerce); clearly, business schools programmes are well placed to 
help educate society about the nature of risk and how the insurance 
industry works. - · 

Recent developments in North-Americ,an academic institutions 
have given rise to many questions about how collegiat~ insurance edu­
cation is faring and what its future direction will be. In particular, some 
universities in the United States have eliminated or severely curtailed 
their insurance programmes, or have even suggested that insurance is 
not an appropriate academic-area for business studies. 

In order td understand the significance; of insurance education, 
the question may be put as what are the key factors to the success of 
insurance education? 

A. Industry support 

One fmding seems clear: insurance programmes with strong in­
dustry support are alive and growing. Schdols have reported that 
funding for faculty research, chaired professorships and student schol­
arships are critical for the success of these programmes. 

If students assume that insurance is an · unchallenging, uninter­
esting, or unrewarding field, then industry has to provide them with 
more information on the role and importance i<>f insurance services in 
the modem production system ~s well as on thel career potential it offers 
to those who are engaged in this field. 

B. Risk management education 

. The ~t~er k~y f~c~or is the_ curriculum. *anking has in fact been 
given a charr m umvers1ttes, even m developing countries, because of the 
general nature of banking education which has universal appeal. 

I 

There has been a movement away from i,ie sector approach and 
toward a greater emphasis on general concepts.j Furthermore, the sys­
tematic nature of modem economic systems ~d the increasing degree 
of complexity of technological developments l require a deeper and 
deeper understanding of the subject for control of the increasing vul­
nerability and complexity of these systems. 
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Thus, the notion of risk and the management of vulnerability and 
uncertainty has a connotation for the service economy that is major. 
Rationality is not so much a problem of avoiding risks and eliminating 
uncertainty, but of controlling risks and of reducing uncertainty to ac­
ceptable levels in given situations. The appropriate direction leads away 
from a descriptive sectoral approach towards greater emphasis on the 
concept of risk, risk management and financial planning as these ele­
ments apply to insurance. 

111. A SURVEY OF INSURANCE EDUCATION IN 

COLLEGES AND UNIVERSITIES IN DEVELOPING 
COUNTRIES 

Insurance education in the colleges and universities of the United 
States is particularly strong and widespread for several reasons, promi­
nent among which is the Huebner Foundation for Insurance Education 
which supports research and doctoral studies in the field of insurance. 
Surveys have been conducted in the United States as far back as in 
1927; the last one was produced in 1979 by the Huebner Foundation. 
A similar survey was conducted in Canada in 1981 and in Europe in 
1976 and 1981. These studies offer insight into the impact of insurance 
courses in colleges. 

A recent study published by the Insurance Center at Drake Uni­
versity documents that the number of colleges and universities offering 
insurance majors has slightly increased from 1976 to 1988. However, 
a number of insurance programmes have also disappeared during the 
same period due to insufficient student enrollments, university cost 
cutting, and limited support from the insurance industry. 

A recent survey was conducted by the UNCTAD secretariat 
during 1987 and 1988 to request information on whether or not 
insurance-related subjects were taught and on the problems encountered 
with respect to the offering of risk and insurance education. Letters and 
questionnaires were sent to 210 colleges and universities from 90 devel­
oping countries. Additional information was also requested from 45 
insurance institutes in developing countries. Only 65 institutions (a rate 
of response of 31 per cent) answered the letters (see Annex II). The 

The role of insurance education in colleges and universities 161 

major problems to the development of risk and insurance education 
were reported as being the lack of fmaricial resources (75 per cent) and 
the lack of competent insurance teachers (61 per cent). 

In some developing countries, attempts are being made to pop­
ularize insurance subjects in colleges and universities. In India, for ex­
ample, the University Grants Commission has approved insurance as a 
core subject for Bachelor of Commerce or Bachelor of Administration 
degrees. The text books and study courses for these programmes are 
based on the study courses published by the professional institute. 
Similar co-operation between the industry and the universities exists in 

I 

Malaysia and in the Philippines where joint programmes have been es-
tablished. Although full data is not available, such programmes have 
probably been initiated in other countries. 

Generally, insurance subjects are conducive to academic study 
and research. Universities, therefore, have to establish liaison with 
professional institutes either in their own countries or with the assist­
ance of other countries. Dissemination of education and research re­
cognizes no barrier, neither political nor geographical. So far, insurance 
education has not found its rightful place in the educational pattern of 
schools, colleges and universities but the necessary infrastructure and 
facilities to promote insurance education are there. 
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Annex 1 

HOW COLLEGE STUDENTS RANK TWO INSURANCE 
OCCUPATIONS 

In a list of 83 professions evaluated and classified according to the 
prestige attributed by the students, the comparison between a survey 
conducted in the United States and in Canada (Quebec) produces the 
following results: 

Rank of the profession 

Some professions Quebec USA 

Supreme Court Justice l l 

Physician/Doctor 2 2 

Chemist 3 8 

First Minister/Governor 4 6 

Aerospace engineer 5 3 

Dentist 6 4 

Architect 7 8 

Scientist 8 7 

Lawyer 9 5 

Member of Board of 
Directors of a large 

• corporation 10 10 

Certified public accountant 11 16 

Civil engineer 12 12 

Mayor in a large city 21 15 

College professor 22 16 

Banker 22 30 

Electrician 45 40 

Carpenter 48 44 

Captain in the Army 48 48 

Real estate salesman 50 55 
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Rank of the profession 

Some professions Quebec USA 

Travel agent 53 61 
Corporal in the Army 54 65 
Grocer 55 61 
Insurance broker 58 40 
Plumber 59 53 
Insurance agent 62 61 
Auto repairman 65 71 
Policeman 67 56 

Source: Outreville and Zins, 1984. 

I~ is very difficult to qualify prestige precisely; each person probably has 
his or her own attributes (scale of values). Students may also have · 
ninaccuraten perceptions of professions. 

A list of 24 criteria characterizing various aspcl:ts of a profession was 
submitted to the students for evaluation. The characteristics considered 
the most important are, by order, the following! 

( 1) Feeling of accomplishment 
(2) Dynamic/exciting 
(3) Inter-action with different people 
( 4) Challenging 
( 5) Complex/non-routine 
(6) Use of creativity 
(7) Contribution to society 
(8) Good remuneration 
( 9) Variety of tasks 
( 10) Intellectual reward 
( 11) Opportunity for rapid advancement 
( 12) High degree of professionalism 
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Annex 2 

SURVEY OF INSURANCE EDUCATION IN DEVELOPING 
COUNTRIES 

Number 
Number of Rate 

Region malfed answers % 

Africa and Middle East 60 23 38 

Americas and the Caribbean 54 II 20 

Asia and the Pacific 96 31 32 

Total 210 65 31 

Insurance institutes 45 14 31 

Answered the letter 65 

Completed the questionnaire 44 

What are the major problems related to risk and insurance education? 
( more than one answer is possible) 

Rate 
% 

Lack of financial resources 33 75 

Lack of competent insurance teachers 27 61 

Increasing curricula emphasis on 
general business 17 39 

Lack of student demand 14 32 

Scheduling problems 6 14 

Reluctrance to use local insurance 
experts as instructors 3 7 

Lack of teaching and library material 3 7 

Subject too new in the country 2 4.5 

Note: The current directory of world educational institutions published by 
UNESCO provides addresses of colleges and uni11ersities. The list excluded 
institutions which apparently specialize in subjects such as theology, agricul­
ture, engineering and the like. Reference to the study published in 1977 by 
the McCahan Foundation helped to finalize the list. 
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Annex 3 

LIST OF COLLEGES AND UNIVERSITIES 

List of colleges and universities offering instruction in principles of risk 
and insutance or risk management in the F acuity of Commerce/School 
of Business Administration and the like. 

Universities offering instruction in insurance law only are not reported 
in this list. 1 

Country/Institution 

Argentina 

Universidad Argentina de 
la Empresa 
F acultad de Ciencias Economicas 
Libertad 1340 
Buenos Aires 1016 

Bangladesh 

Dhaka University 
Faculty of Commerce 

Chittagong University 
Faculty of Commerce 

Rajshahi University 
Faculty of Commerce 

Benin 

lnstitut National d'Econornie 
B.P. 03, 1079 Cotonou 

liiformation/contact 

n.a. 

nla. 

n.a. 

Mr. E.F. Dansou 
Director 
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Country/ Institution 

Bolivia 

Universidad Mayor de San Andres 
Facultad de Ciencias Economicas 
y Financias 

Brazil 

Universidad de Sao Paulo 
Faculdade de Economia e 
Administraao 
C.P. 11498, 05499 Sao Paulo 

Chile 

Universidad de Concepion 
Facultad de Ciencias 
Economicas y Administrativas 
Casilla 1987, Concepcion 

China 

Fudan University 
Economics Department 
Shanghai 

Costa Rica 

Universidad de Costa Rica 
Escuela de Administracion de 
Negocios, 
Facultad de Ciencias Economicas 
Ciudad Universitaria Rodrigo Facio 
San Jose 

Information/ contact 

n.a. 

Prof. D. Roberto Bras 
Matos Macedo, Director 

Prof. Luis Mqreno Para 
Director 
Dept. de Administracion 

Mr. Xu Wen Pu and 
Mr. Yin Bo-Cheng 
Economics Department 

Lie. J .A. Chacon Monteno 
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Country/ Institution 

Ethiopia 

Addis Ababa University 
College of Social Sciences 
Dept. of Accounting 
P.O. Box 1176, Addis Ababa 

Ghana 

University of Ghana 
School of Administration 
P.O. Box 78, Legon 

Guatemala 

Universidad de San Carlos 
de Guatemala 
Faculdad de Ciencias Economicas 
Centro Universitario Zona 12 
Guatemala 

Hong Kong 

Chinese University of Hong Kong 
Dept. of Finance and Accounting 
Shatin, Kowloon 

Hong Kong Polytechnic 
Dept. of Business and Management 
Studies 
Hung Hom, Kowloon 

India 

Aligarh Muslim 
University 
Aligarh 202001 

Information/contact· 

Dr. Taddesse Tamrat 
Assoc. Prof. and Dean 

Prof. B.C.F. Lokko 
Dirdctor 

Lie. Miguel A. 
Matariegos 

n.a. 

n.a. 

n.a.1 
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Country/ Institution 

India ( continued) 

Annamalai University 
Annamalai Nagar 608002 
Tamil Nadu 

Avadh University 
Faizabad 224001 

Berhampur University 
Department of Commerce 
and Management Studies 
Berhampur 760007 

University of Bombay 
Faculty of Commerce 
Bombay 

University of Madras 
Department of Management Studies 
University Buildings 
Chepauk, Madras 600005 

Manipur University 
Canchipur, Imphal 795003 

Marashawada University 
Aurangabad 413004 
Maharashtra 

North-Eastern Hill University 
Lower Lachaumiere 
Shillong 793001, Meghalaya 

Patna University 
Dept. of Applied Economics and 
Commerce 
Patna 800005, Bihar 

Information/ contact 

n.a. 

n.a. 

Dr. G.S. Panda 
Ass. Professor 

n.a. 

Dr. D. Amarchand 
Professor/Head 
Dept. of Management 

n.a. 

n.a. 

n.a. 

Dr. N .L. Nadda 
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Country/ Institution 

Indonesia 

University of Indonesia 
Faculty of Economics 
Jalan Salemba Raya 4 
Jakarta 

Iran 

University of Bstahan 
Faculty of Economics and 
Administration Sciences 
Esfahan 81744 

Jamaica 

College of Arts Science 
and Technology 
237 Old Hope Road 
Kingston 

Kenya 

University of Nairobi 
Faculty of Commerce 
P.O. Box 30197, Nairobi 

Korea (Rep. of) 

Chonbuk National University 
Graduate School of Business 
Administration 
Chonju 520 

Sung Kyun Kwan University 
Graduate School of Business 
Administration 
53, 3-ka, Myungryun-dong 
Chongro-ku, Seoul 

Information/ contact 

Prof. Hem Sutojo 
Dept. of Management 

Prdf. Abdolhosein Sassan, 
Dean 
Dr. Mahmud Maeki 
Zadeh, Professor 

Dr.i Alfred Sangsta 
Pruicipal 

Prof. J.H. Kimuna, 
Dean 
Prof. M.C. Kibisu 

Prof. Yang Kon Koh, 
Dean 

Prof. Dr. Un Hoe Park 
He~, Insurance Dept. 
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Country/ Institution 

Korea (Rep. oj) (continued) 

Kyung Hee University 
Banpo Jookong Apt. 110-503 
Bango-Bon-Dong 
Kwannak-kn, Seoul 

Malaysia 

University Kebangsaan Malaysia 
Faculty of Business Management 
Bangi 
Selangor 

Institut Teknologi Mara 

Mexico 

Universidad Nacional 
Aut6noma de :\1exico 
de Mexico 
Facultad de Contaduria y 
Administraci6n 
Division de Estudios de Posgrado 
Ciudad Universitaria 
04510 Mexico 

Nicaragua 

Universidad 
Politechnica de 
Nicaragua (UPOLI) 
Escuela Banca y Finanzas 
Managua 

Information/contact 

Prof. Sung Tae Kim 

Prof. D. Hamzah Ismail, 
Dean 
Dr. Kamaruddin Sharif. 
Deputy Dean 

n.a. 

Prof. A. Vega Sosa 

Prof. Guillermo Zambrana 
Director 
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Country/ Institution 

Nigeria 

University of Lagos 
Faculty of Business 
Administration 
Dept. of Insurance and 
Actuarial Science 
Lagos 

Ahmadu BeU.o University 
Dept. of Business Administration 
PMB 1013 
Zaria 

Pakistan 

Peshawar University 
College of Commerce and 
Business Administration 
Peshawar 

University of Punjab 
Dept. of Business Administration 
Lahore 20 

University of Sind 
Department of Commerce 
Jamshoro, Sind 

Shah Abdul Latif University 
Department of Commerce 
Khairpur 

Panama 

Universidad Santa Maria la Antigua 
Facultad de Ciencias 
Administrativas 
Panama City 

Information/contact 

Mr. J.I. Falegan 

Prof. O. Iyanda, Dean 

Dr. Joseph G. Donli 

Prof. A.M. Hashmi 
Principal 

Pt'of. Dr. Khawaja Amjad 
S~, Chairman 

i 

rtof. Muhamad Y. Ansari 
Chairman 

Prof. Rasoul Bux Saiku 
chairman 
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Country/ Institution 

Paraguay 

Universidad Catolica y Nacional 
de Asuncion 
Colon 73, Asuncion 

Philippines 

De La Salle University 
College of Business 
and Economics 
2401 Taft Avenue 
Malate, 
Manila 

University of the Philippines 
College of Business 
Administration 
Dillman, Quezon City 

Saint Louis University 
College of Commerce and 
Business Administration 
P.O. Box 71, Baguio City 0216 

Qatar 

University of Qatar 
Faculty of Administrative 
Sciences 
P.O. Box 2713, Doha 

Singapore 

National University of Singapore 
Faculty of Business Administ. 
10 Kent Ridge Crescent 
Singapore 0511 

Information/contact 

n.a. 

Ms. Thehna A. Mendolia, 
Dean 
Ms. Nancy 0. Chua 
Chairperson 
Financial Managt. Dept. 
Prof. Monico Ignacio 

Mr. Cesar G. Saldana 
Dean 

Prof. Gabino L. Garoy 
Dean 

Dr. Ibrahim M.E. Sibai 
Dean 

Prof. Tan Chwee Huat 
Dean 
Dr. Wong Kie Ann, 
Head, Dept. of Finance 

The role of insurance education in colleges and universities 175 

Country/Institution 

Singapore continued 

Nanyang Technological Institute 
Nanyang Avenue 
Singapore 2263 

Solomon Islands 

Solomon Islands College 
of Higher Education 
School of Finance and Administ. 
Kukum Campus 
P.O. Box G-23, Honiara 

Sri Lanka 

University of Colombo 
Dept. of Commerce and 
Management Studies 
Colombo 03 

Taiwan 

Feng Chia University 
Graduate School of Insurance 
100 Wen Hua Road 
Seaton, Taichung _ 

National Taiwan University 
Department of Finance 
21, Hsu-Chow Road 
Taipei 

Thailand 

Chiang Mai University 
Faculty of Social Sciences 
Chiang Mai 50002 

Information/contact 

Dr. N.G. Kah Hwa 
Head 
Banking & Insurance Dept. 

Prof. L.G. Gascoigne 
Head 

Prof. W.M. Jayaratna 
Head of Dept. 

; 

l 
Mr.i Joseph M. Fong 
~ 

Prof. Yu Tsung Lin 
Chairman 

Pr. Prachid Na 
Bangchang, Vice-Dean 
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Country/ Institution 

Thailand ( continued) 

Chulalongkom University 
Faculty of Commerce and 
Accountancy 
Phya Thai Road 
Bangkok 10500 

Sukhothai Thammathirat 
Open University 
School of Management Science 
Bangpood, Pakkred 
Nonthaburi 11120 

Thammasat University 
Faculty of Commerce and 
Accountancy 
Prachan Road 
Bangkok 10200 

Venezuela 

Instituto de Estudios Superiores 
de Administraciob (IESA) 
Caracas 

Zimbabwe 

University of Zimbabwe 
Faculty of Commerce and Law 
P.O. Box MP 167 
Mount Pleasant 
Harare 

Information/contact 

Prof. Narasri Vivanijkul 
Dean 
Dr. Suchada Kiranandana 
Head, Dept. of St~tistics 
Dr. Viraj Apimethithamrong 
Head, Dept. of Banking 
& Finance 
Mrs. Chaleepom Kolakul 
Assoc. Prof. 

Pr. Tuanachai Y omchinda 
Chainnan 

Pr. Chantaluk Na Pombejra 
Dean 

Dr. Ramon Pifi.ango 
Director Academico 

Mr. M.R. Hove 
Dean 
Ms. T. Mugambiwa 
Chairperson, Dept. 
of Business Studies 
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HUMAN RESOURCES AND TRAINING 

DEVELOPMENT POLICIES AND STRATEGIES IN A 

DEVELOPING COUNTRY - GHANA'S EXPERIENCE 

Moses A. Darkoh 

INTRODUCTION 

The theme and the basic aim of this <¥I-important international 
Seminar is to help developing countries to improve their insurance and 
reinsurance services, with a focus on education and training. Moreover, 
the overall objective of the workshop is to torm a concerted pool to 
examine the problem areas and ideas of vari9us countries and markets 
- both developed and developing - on the supject of human resources 
development and training in the insurance se{tor. Given this perspec­
tive, a realistic account and rational analysis ff the development of the 
human resources and training of insurance :personnel potential of a 
typical developing economy such as Ghana ~ould seem useful. It is 
also anticipated that this paper might serve 4s a favourable source of 
information for others, as well as giving sen$tive and pertinent scope 
for some worthwhile and hopeful comparativ~ analysis and discussion. 

l 

I. BASIC CONSTRAINPTS ON TRAl~ING AND HUMAN 
RESOURCES DEVELOPMENT IN RETROSPECT 

A. Follow-my-flag and follow-mJ-agency policy 
j 

The initial insurance of most develqping countries such as 
Ghana, Nigeria, Senegal, Morocco, Kenya, Zihubia, et al started mainly 
on the conventional and traditional colhnial phenomenon and 
dichotomy of llfollow-my-flag· and ufollow-my-agencyu policy. Such a 
strait-jacket package and home-country contr~lled programme did not,. 
for obvious reasons, encourage any realistic r>licies to evolve or give 
positive encouragement to either manpowetresource appraisal or- a: 
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centrally organized training programme for the various indigenous 
insurance sector personnel. Thus, although by the 1870s, . formal 
human-resource mobilization and training in insurance had already 
taken off nicely in the form of the well-known Chartered Insurance In­
stitute (CII) and the like in the United Kingdom, France and other de­
veloped countries - which served as the major sources and fountain of 
service and direction for the infant insurance markets of these develop­
ing countries - the insurance knowledge-gap has become even more 
pronounced than the over-popularized economic or wealth gap. 

B. The impact of self-rule 

It is therefore no irony of history that it was not until as late as 
the 1960s, (that is, almost a century after London and the other privi­
leged leaders in the field had their breakthrough) that Ghana, after her 
self-rule in 1957 (like other colonial countries), started to think seriously 
of formal manpower resource appraisal and conscious planning for their 
newly-freed indigenous insurance markets. It is worthy of note that 
these 'new' markets by the early 1960s were rapidly asserting themselves 
as vital facilitators of security, and sources of investment funds for the 
on-going post-independence socio-economic evolution and 
developments. 

C. The hazards of incompetence and proliferation 

The spontaneous sequel of events was the alarming phenomenon 
of prdlif eration of insurance companies - i.e. mushroom type growth 
of insurers and agencies. In the face of this menace, coupled with a lack 
of the requisite insurance expertise, the logical corollary was an un­
pleasant spate of insurance abuses, insolvencies and an inevitable high 
frequency of collapse of insurance companies and agencies, long before 
claims started to roll in. 

D. The new awareness of the 1960s 

Paradoxically this unpleasant necessity stimulated consciously 
planned human resources development. There was an urgent need es­
pecially for a concerted training policy for competent professional in­
surance personnel as a major and permanent panacea to this rather 

Human resources and training development policies 179 

dangerous trend. In this regard, Ghana's First Republican Govern­
ment, for example, after some timely, prudent, technical advice from the 
United Nations Programme of Technical Assistance (UNPTA), 
promulgated the Insurance Act, 1965 (Act 288) and its related Regu­
lations of 1966, This act became the first-ever, all-embracing indigenous 
insurance law of Ghana. This law, popularly known as Act 288, 
underlined a pressing need for technically trained people, that is, the 
insurance professional or the expert insurer or practitioner to handle 
insurance business if the rampant abuses, insolvency and serious defi­
ciencies in services to the clientele and insuriJl.g public were to be satis­
factorily controlled, the much-needed public .confidence restored and a 
good image adequately improved and sustained. 

In venturing to expatiate on the pre- .fud post-independence in­
surance experiences of typical developing economies such as Ghana, 
this has been done for the simple reason that Ghana's problems and 
strategies in respect of human resources and training tend, substantially, 
to epitomize a common trend characteristic' of many similar African 
developing markets and countries. Moreover,•by tactically underscoring 
the significance and the committed concern of this crucial workshop it 
is possible to address critically and consciouS,.y the rather unfortunate, 
long-existing insurance knowledge gap, al; well as the untapped 
human-resource potential and the enormous ogistics gap between the 
"have's", and the "have not's". This is in refe nee precisely to the very 
wide gap between developed insurance marfcets and their numerous 
international business bed-fellows in non-developed or developing 
counterparts. In other wor.ds, what is seriously and positively being 
done to resolve or at le~st to mitigate these nagging paradoxical 
disparities and problems within our universal:insurance markets? This 
is the scope and background against which to'view the main challenges 
of this paper. 

II. INITIAL EFFORTS ON HUM~N RESOURCES 
PLANNING AND TRAINING STRATEGIES (1960-1970) 

As explained earlier, the era of fluidity, \hat is, the period of ex­
perimentation or trial and error in the insuran~e business had begun to 
give way to planned policies and controlled strategies during this crucial 
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decade from 1960 to 1970. In this regard, the most common and suit­
able initial line of action in dealing with the manpower problem in most 
developing markets was: 

• Proper planning and assessment of the scope of qualitative and 
quantitative needs at the national, sectoral, company or unit 
insurer and intermediary levels; and 

• The pattern or structure of suitable human-resources mobilization 
and sustained training programme. 

A. The qualitative concept 

The fact that the colonial mentors had stressed the essence of 
personal probity and integrity, i.e. the human factor or the principle of 
utmost good faith, as the bed-rock and cornerstone of every insurance 
business cannot be denied. Regard for or disregard of this very precious 
legacy has been a determinant of smooth progress, on the one hand, 
or the early collapse or failure of insurance, on the other hand, in the 
respective ex-colonial developing markets. 

Thus, as insurance gradually gained prominence in these markets 
in economic development programmes, governments and their insur­
ance companies directed greater attention to the planning and the need 
for technically trained, competent personnel. Practitioners were sought 
who were strong in both theoretical and practical aspects of insurance, 
especially in the highly technical or specialized areas. It was recognized 
that the directors of boards and management should have the requisite 
skills· and know-how as well as the leadership qualities for effective 
medium and long-term planning, actuating and evaluation of the 
company's corporate objectives and various operational strategies and 
programmes. In this respect, the under writer, claims manager or 
adjuster, not to mention the marketing or production officer, or even 
the specialist such as the insurance actuary or statistician, attorney, 
accountant and auditor also need some basic insurance skills acquired 
through planned, effective training. 

B. The paradox of mediocre quantitative manpower inputs 

In the crucial formative decade of 1960-1970, assessment of 
manpower needs and training strategies posed quite a problem to the 
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developing markets. The prevalent insurance/knowledge gap offered 
favourable room for the predominant first-cycle or standard seven and 
commercial institute scholars to dominate the insurance industry's per­
sonnel sector. This was not an unmixed blessing. At best, it could be 
tolerated as a mere temporary measure of convenience. The danger was 
that these two mediocre level academic groups constituted, on average, 
no less than 99.5 per cent of the manpower in the early 1960s. The 
situation gradually improved, however, with the increase in the output 
of second-cycle scholars and university or apalogous graduates. In 
Ghana, for instance, by 1970 the personnel ra1io of the two categories, 
i.e. mediocre and 'the higher level academics s~ood at around 70 to 30 
per cent respectively, a trend which was quite! a positive improvement 
over the ratio of around 9.5 to 0.5 which had prevailed in the early 
1960s. 

C. The break-through methodology 

The initial break-through methodology in the momentous 
1960-1970 era emphasized academic merit as al basis for formal training 
or acquisition of even the ordinary fundamental principles of insurance. 
The logical trend could no longer be resisted <i>r suppressed. The new 
awareness led to individual insurance companies making more positive 
plans and financial provisions for training of staff overseas. Recruit­
ment of General Certificate of Education (GCE) • A' level and univer­
sity graduates into the entire fabric of the industry became the order of 
the day beginning around the mid-1960s and on into the 1970s. 

D. Training strategy develbpment 

Insurance companies made a concerted bffort (more so than na­
tional authorities as such) to mobilise the new academic human­
resource group as well as the trainable existing personnel for all staff 
levels - i.e. the management, middle-management and support services 
categories. Meanwhile, there was a tactical st~tegy to retire or fire the 
Hdead-wood"'. The training strategy was planAed within the scope of 
academic requirements, course content, curriculum techniques and 
evaluation of training. The main areas or pattern of training included 
on-the-spot or in-service sandwich training of varying durations for 

l 
1 

l 
l 

I 
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both new intakes and existing staff through: (a) special local and over­
seas courses; and (b) Seminars, workshops, symposia, etc. 

Private and state-owned insurance companies became deeply and 
purposefully committed to these noble, progressive manpower 
mobilization and training programmes which were, in most cases, direct 
short-term or medium-term programmes of, say, two to six months 
duration, based on the theoretical concepts and principles of insurance 
and the employees' own specific operations and jobs. ln addition, 
personnel with the requisite high academic background were sponsored 
on a study-leave basis to train in overseas insurance institutions in the 
United Kingdom, Switzerland, India, the Federal Republic of Germany, 
the United States and elsewhere. They engaged in various advanced and 
proficiency courses especially geared to insurance professional certif­
icates and diplomas such as the London CII, the Swiss Insurance 
Training Centre (SITC), Zurich, etc. These diplomates were developed 
at heavy cost as an essential training strategy intend~d primarily to 
strengthen the middle management as well as the executive and techni­
cal underwriting areas. This constituted the broad-based scope of hu­
man resources management and training strategies of the respective 
insurers, rather than any direct initiative on the part of government or 
nationally organized programmes as such. These achievements are 
note-worthy, despite any inherent deficiencies and a few pertinent 
problems, because the decade 1960-1970 saw a significant break­
through as a sound and hopeful foundation was laid for improved 
qualitative and quantitative training programmes and strategies in many 
developing markets. 

Ill. SUSTAINABLE HUMAN RESOURCES AND TRAINING 

DEVELOPMENT STRATEGIES (1970 -1990) 

A. Dramatic growth of the insurance business and its impad 

After all is said and done, the seemingly encouraging success 
story and effects of the 1960-1970 era was far from a panacea for the 
growing demand for qualified, competent personnel. The volume and 
complexity of the insurance business in many developing markets grew 
by about 100 to 300 per cent from 1970 to 1975, i.e. an average increase 

Human resources and training development policies 183 

in business of 20 to 60 per cent per annum, while qualified personnel, 
by all standards, improved by a meagre rate of 5 to 10 per cent a year 
for the same period. In other words, there was no relaxation in the need 
for improved manpower resources appraisal and accelerated rates of 
training. 

B. Foreign exchange and inflation scare 

And, as if to add insult to injury, it was within this same crucial 
period of gradual improvements in the 1970s that the triple monster: 
inflation, devaluation and foreign exchange controls emerged with its 
v~racious and ramified set-backs. The dreadful trio caught up rapidly 
with almost every developing insurance market. This gave rise to a new 
order of intensified domestic and sub-regional training strategies and 
co-operation. In consequence, some overseas-oriented training . 
programmes had to be abandoned or trimmed to preserve scarce foreign 
currency. This has been a very important. trend and ,a determinant 
factor in human resource utilization and training strategies of insurance 
in most developing markets. Moreover, ini these circumstances of a 
tight domestic economy viz-a-viz international fiscal and economic 
constraints, it became urgent for national tonsiderations to involve 
Governments in all major manpower and 1raining requirements and 
strategies of the insurance sector in almost every developing economy. 
This was behind the consensus and timdly emergence of formal 
sub-regional and domestic insurance training institutions in the early 
1970s. 1 __ , I 

C. Impact of sub-regional and regiorial co-operation and 
strategies since the 1970s 

1. The success story of WAIi and IIA 

Many markets saw the need to devel~p new training strategies. 
Thus, some insurance organizations such as the West African Insurance 
Companies Association (WAICA - formed in 1973), as well as CICA 
(Conference intemationale des controles d'assµrances) and the like, ad­
dressed themselves to the task of seriously artd critically implementing 
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cost-effective local and sub-regional or co-ordinated training 
programmes. And, in terms of real manpower development and train­
ing of insurance personnel and saving of foreign exchange, the CICA 
francophone regional and sub-regional members have obviously 
achieved quite a lot from their insurance institute (Institut international 
des assurance (IIA)) founded in 1973 and based in Yaounde 
(Cameroon). Similarly, WAICA's brainchild, the West African Insur­
ance Institute (W All), established in 1978, as a middle management and 
executive staff training college as well as a research centre in Monrovia 
(Liberia) has equally been of tremendous benefit in all respects to its 
five English-speaking West African member States (Nigeria, Ghana, 
Liberia, Sierra Leone and Gambia) and to its East African guest patrons 
such as Uganda, Kenya, et al. As at December 1989, WAIi could boast 

1,048 such fine diplomates. 

It is no exaggeration to affirm that, but for the W All trainees, the 
insurance industries of Ghana, Gambia, Sierra Leone, Liberia and even 
Nigeria, to some extent, would have been much worse off in terms of 
manpower proficiency and even in respect of overall developmental ef­
ficiency and capacity. WAIi has, in fact, ably and quite satisfactorily 
supplemented overseas and local training facilities and programmes of 
the Member country markets. The success story of CICA's IIA and 
WAICA-cum-UNCTAD's WAIi really underscores the fundamental 
essence of joint regional and sub-regional training programmes and co­
operation. Similar efforts in domestic and regional training facilities 
have been made in the Afro-Asian and other developing markets with 
identical objectives or goals and very encouraging success. 

D. Recent national strategy and training programmes 
( 1980-1990) 

1. Scope of training and efficacy· WAIi and /IA 

The course content and quality of the two African insurance in­
stitutions are of quite high standing and compare favourably with many 
similar ones elsewhere. As a result of intensified economic activities, 
coupled with the ever-stronger foreign exchange measures in most de-
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veloping markets, sustainable high-level university or institutionalized 
and specialized insurance training policy and programming has become 
an accepted norm and common practice today. This is the reality that 
will be emphasized in the next major section of this paper. 

(a) Favourable socio-economic base 

The success stories of Nigeria's oil economy and Ghana's Eco­
nomic Recovery Programme (ERP) and their impact on insurance 
manpower-resource planning and training developments come to the 
fore at this juncture. Nigeria, for example, has made a quite appreciable 
effort which has had an impact on success in this field of training since 
the mid-l970s, in spite of the ever-increasing demands for insurance 
personnel. In yielding to the temptation to cite Ghana's experience for 
the most part, this has been done for the sak~ of time and conciseness 
of facts. 

In view of Ghana's on-going, all-embracing restructuring and 
Economic Recovery Programme (ERP) launched in April 1983, both 
the economic planners and the Government have identified the insur­
ance sector as a major promoter and facilitator of the ERP, mainly be­
cause it is a vital source of security and a contributor to economic 
growth. 

In 1983-1985, therefore, experts from both government and the 
insurance industry together with the School of Administration of the 
University of Ghana workecl out a sustainable manpower mobilization 
and training scheme, i.e. a full-time three-year degree course in insur­
ance to supplement the W All and other facilities of the Legon training 
programme. 

(b) Rationale and goals 

The objectives and rationale of the Jolnt Training Programme 
(JTP) are mainly oriented towards macro-eco~omic effects: 

• Methodological planning and control of the manpower needs and 
training facilities for the insurance sector within the purview of 
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ERP, for the mutual benefit of the insurance industry and the 
economy as a whole; 

• Efforts to stem the outflow of Ghana's foreign exchange through 
local cost-effective local training programmes; 

• To train the specialists and the trainers at specialized and post­
graduate levels as well as in research studies; 

• To improve clientele and public knowledge, awareness and confi­
dence in insurance through sustained joint public' education 
programmes and interaction in line with this special objective and 
aspirations, as enshrined in Ghana's new Insurance Law, 1989 
(PNDC Law 227). 

(c) Scope of the degree programme 

The programme has been designed as a full time, high-standard, 
three-year Honours Bachelor of Science degree (Administration) course, 
majoring in insurance. The basic aim is to impart a high academic 
discipline to the students, through a well-guided study of the humanities 
and the major business sciences. In addition, the graduates are expected 
to have achieved a very confident and broad-based foundation in the 
theoretical principles and practices of insurance. They are, above all, 
expected to be imbued with the requisite tenets of a good insurance 
personality and leadership or managerial qualities, including aesthetic 
judgement, emotional maturity, personal honesty and due regard for 
others. 

(d) Training pattern and course content 

The normal high grade 3 GCE O An university degree entry, resi­
dential and faculty requirements are operative. The first year General 
and Foundation Course comprises five compulsory subjects. The 

second year, i.e. part I of the basic subjects is made up of six major or 
core subjects, The final year, i.e. part II constitutes the six final 
hard-core three special insurance and two major business management 
subjects, as follows: 
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SUBJECTS FOR CORE COURSES (INSURANCE OPTION) 
First year ( Foundation Course) 

( l) Economics • principles and applied 
(2) Introduction to public administration in Ghana 
(3) Fundamentals of accounting 
( 4) Commercial law 
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(5) Principles of management and business communication. This 
course is common for all B.Sc. (Admin.) students. 

Second year -1/.Sc. Administration - Part I core subjects 

(1) Human behaviour in the organization i 
(2) Managerial economics 
(3) Quantitative methods 
( 4) Introduction to computer science and research methods 
( 5) Elements of risk and insurance ' 
( 6) Principles and practice of insurance 

Third year - B.Sc. Administration - Part II core subjects 

(1) Business policy 
(2) Business finance 
(3) Property, pecuniary and liability insurances 
( 4) Insurance of transportation 
( 5) Assurance of the person 
( 6) Insurance management 

IV. PLANNING OF CAPITAL IN~UTS AND NEEDED 
FACILITIES (1983-1990) 

i 

A. Planning for positiv♦ results 

i 
This high-level training development programme was developed 

over a period of three years of systematic planning (1983-1985), fol­
lowed by one year of co-ordination and serious mobilization of re­
sources (1986-1987): the actual training 011 study course commenced 
with 14 undergraduates in 1988. The first ~oup of 13 insurance grad-

j 
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uates qualified in September 1990. Although the Legon programme 
was expected to have been cost-efficient, the adverse effects of inflation 
and related constraints have meant quite a high level of investment in 
both material and human capital. 

B. Tripartite commitment and co-operation policy 

With the concerted commitment and co-operation qf the Gov­
ernment, the insurance industry and the university, the capital and ma­
terial inputs needed have been satisfactorily provided to facilitate at least 
a smooth take-off and methodical progress so far. Qualified lecturers 
and part-time specialists have also been available as teaching staff. 
Under the training programme's mutual policy of "assist the trainers to 
train your needs", the Ghana Insurance Association (GIA) and the 
Ghana Insurance Brokers Association (GIBA) are jointly providing 
appreciable funds for library and teaching aid facilities as well as for 
periodic workshops, symposia and other educational interaction activ­
ities. The university and the market (GIA and GIBA) have also jointly 
established a well-planned, compulsory sandwich and on-the-job voca­
tion training scheme for all insurance under-graduates. Moreover, a 
two-year dove-tailed induction and practical training programme to be 
conducted under the National Service Scheme has been devised for the 
new graduates. 

The Ghana Insurance Institute (Gil), for its part, is also working 
out a compromise scheme of some reasonable exemption or dispensa­
tion inducements in regard to some subjects of the CII and other rep­
utable insurance professional exams. A joint university and industry 
research programme is also in the planning stage and will probably be 

implemented in the next academic year. 

C. Monitoring and co-ordination 

Furthermore, co-ordination and monitoring is taken seriously, 
so as to guarantee maximum success of the training programme. The 
GIA, the Insurance Institute and the Office of the Commissioner of 
Insurance have been charged with responsibility for this effort. They 
are to ensure absolute academic freedom and maximum success of the 
entire Legon training programme. The Government, the University 
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Council and the industry's commitment and support is deemed highly 
encouraging and firm, so that the future of this university training 
programme looks generally quite bright and rewarding. 
Notwithstanding some capital and logistical,constraints, it is the fervent 
wish of the tripartite authorities that suitable proficiency courses for 
mature insurance personnel would be instituted once the degree course 
has been operative for some time. 

V. PROBLEM AREAS AND PROPOSED SOLUTIONS 

A. The knowledge gap - How long will it last and how will it 
be bridged? ' 

I 

In almost all cases the developing economies were depressed, 
late-starters at one point in time. They have been more or less plagued 
with perpetual insurance knowledge gaps and training handicaps. Thus, 
one of the major global insurance problems and puzzles of our time is 
how and when this gap will close or at least be narrowed, and partic­
ularly how to make sure that it by no means widens any further. In this 
regard, a personal view may be offered. While the depressed markets 
have been advised to improve their lot, international bodies such as 
UNCTAD, UNDP ~d the like as well as w~althy insurance companies 
should endeavour to mcrease both their coqunitted and voluntary as-
sistance to the needy markets. ' · 

B. lnadeq~~ey of inputs and facilities 

Lack of capital or funds for procuremtnt of relevant material in­
puts and for hiring of high-calibre teachu:\g staff remains a vexing 
problem: To ease this perennial drawback,! the noble idea of the in­
surance mdustry and business beneficiaries bf insurance services and 
facilities to provide formally financial and piaterial support towards 
manpower development and training in instlrance should be adapted 
by all concerned as a progressive and worthwhile global insurance phi­
losophy. 
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C. Scarcity of expertise and trainers for trainees 

Training of scarce high-calibre staff and trainers should be inten­
sified and planned as a long-term, permanent strategy at professional 

or specialized and post-graduate levels. 

D. National support 

Adequate support and co-operation from the Government, ~he 
business sector and the public are essential. In view of the ever-growmg 
importance of insurance and its benefits to the economy as _a vital 
source of security and economic growth, there should be collective na­
tional support to supplement any outside help from such sources as 
UNCTAD, UNDP, AIO, WAICA,_CICA, etc. 

E. Handicaps of sub-regional co-operation and strategies 

The handicaps entail many of the problems already reviewed 

above. Worse still are: 

( l) Block interests; 
(2) Language afftnities and barriers; . 
(3) The puzzle of harmonization of insurance laws and practices; and 
( 4) regional viz-a-viz sub-regional liaison and differences, etc. 

The solution, will probably come through: 

(1) 
(2) 
(3) 
(4) 

Persistent dialogue; 
Exchange of views, systems and data, etc. 
Purposeful workshops such as this one; and 
More positive involvement of insurance controllers because they 
obviously constitute the most reliable, authoritative national and 
direct key figures for liaison or agency links to the markets, gov­
ernments, clientele and public served by insurance. 

F. Research facilities and services 

Research is a crucial component of training. Insurance statistical 
data and information - uniform and standardized in respect of technical 
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results - accounts for outside reinsurance operations and interactions 
that are seriously lacking in developing markets. Research facilities and 
activities should also be viewed as a very serious complement to every 
insurance training scheme. For how long, for instance,. should 
UNCT AD, in far away Geneva, constitute the basic source of relevant 
insurance statistics or data and information on even the country next 
door or of very close neighbour markets such as those of Togo, Benin, 
Burkina Faso, Sierra Leone, Gambia or Nigeria? 

To sum up, some pains have been taken to examine the signif­
icant impact and damaging consequences of the historical dichotomy 
between the nave's" and the "hav~ not's" in the world's insurance 
markets. It is hoped that sufficient attention has been given to the 
trends of post self-rule developments in terms of manpower resources 
planning and training strategies for the initial era of trial-and-error ef­
forts in the 1960s and 1970s and through the tzew horizon of hope period 
of the 1970s and 1990s. It is also worth noting that considerable 
emphasis has been put on the various mddern, sustainable training 
programmes based on Ghana and Nigeri~'s experience: It is the 
author's fervent wish that the analysis of th4 problem areas presented 
here and the efforts to find some modest suitable solutions will attract 
the attention needed for further prognosis or \ieeper study. 

Finally, the fact that the d~veloping ins\lrance markets are always 
engaged in a very competitive international race comprising the record­
makers or pace-setters, i.e. the obvious winnets, as against the desperate 
runners-up or strugglers whb are always ttying very hard to avoid 
ignominious defeat in the very big insurance +,rena. It is in this context 
that the author humbly and sincerely call$ upon all concerned to 
endeavour to use this workshop as a fme ahd timely opportunity to 
work out more positive co-operation and assistance programmes for a 
more balanced race of mutually interested and concerned participants. 
In other words, it behoves all of us to "make hay while the sun is 
shining" and not to wait until the many friendly participants and con­
tributors have already fallen out in desperatiob over the difficulties en­
countered or are already sinking into oblivi,m or complete collapse. 
As insurance professionals or beneficiaries, or bven as mere benefactors, 
supporters and sympathisers of insurance, we are duty-bound to make 
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the insurance world as a whole far better and more rewarding to our 
respective societies than it was before we entered the insurance arena. 

Senior to junior staff ratio 

Table I below indicates that, in 1989, the aggregate number of 
senior staff in the entire insurance market was about the same as that 
of the junior staff, i.e. I, 130 versus 1,096 for a ratio of about I: I. This • 
means that to say the the composition is too top-heavy, not cost-
effective and, above least all conducive to an obvious over-burdened 
management expense pattern. 

However, such a distribution pattern is more common among 
parastal companies. A well-designed manpower structure of an 
insurance organization should have a greater number of junior staff than 
senior staff, say, 1:10 or 1:5. Positive efforts are now being made to 
balance better the staff structure of the market. The technical and 
non-technical staff ratio also needs proper adjustment and attention. 

Technical versus non-technical staff ratio 

Table 2 indicates that there has been a gradual shift towards more 
technical insurance staff during the projection period, for the following 

reasons: 

( l) An increase in demand for staff in technical areas such as general 
marketing, especially agency or field work, research and new 
technical lines or products such as credit, bonds, engineering, 
construction/erection "all risks'", etc. 

(2) A decrease, to some extent, in the finance/accounting or general 
services and non-underwriting areas. 
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Category 

Senior 

Junior 

Total 

Table 1 

Overall manpower staff structure and training pattern 
Staff strength by senior/Junior category and functional area - . 1989 

Executive Technical Non-technical 
area area area 

34 638 458 

0 416 680 

34 1,054 1,138 

Table 2 
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Total 

1,130 

1,096 

2,226 

Projected staff strength by functional area and training characteristics (1989-1993) 
Staff strength by senior/junior category and funcl/onaf area - 1989 

Area 1989 1990 1991 1992 1993 

Executive 34 34 34 34 34 

Technical staff 875 927 930 1,034 1,034 

Non-technical 1,003 1,006 9119 1,019 1,019 

Total 1,912 1,967 1,9$ 2,087 2,087 
; 
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APPENDIX I 

REPORT OF THE REGULATORS AD HOC DIS­
CUSSION GROUP 

President and Rapporteur: Mrs. Jo Ann Howard 

The Group centered its discussioni on identifying training 
needs of supervisory authorities in deve).oping countries. Par­
ticularly, the Group identified the folloWing areas for priority 
action: 

{I) 

(2) 

(3) 

(4) 

Description of organizational struqture (or structures) of 
insurance regulatory offices with ,dentification of main 
function and a full description for e•ch job; 
Types of recruitment/training proce~ures required to fulfil 
the needs of each position; I 
General overview of resources avail♦ble to supervisory au­
thorities in developing countries fof human resources de­
velopment; and 
Sources for regulatorY,. authority funping (i.e. from general 
taxes, taxes on the industry etc.). 

To accomplish this objective and 1in co-ordination with 
UNCTAD the Group proposed as a fir1t step that a working 
exchange should be held on the occasiot of the annual Inter­
national Regulators' Meeting of the N · tional Association of 
Insurance Commissioners meeting in th United States. This 
Seminar should focus on the requireme~ts of key regulatory 
personnel for effective insurance regulatidn worldwide. 

1 
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APPENDIX II 

WORKING GROUP A - (French-speaking) 

President: Ms. D. Laflamme 

Rapporteur: Mr. D. Boubacar 
' 

REPORT 1: HUMAN RFSOURCES DEVlj:LOPMENT AND 
TRAINING POLICIES l 

. 
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What should be the expected duties 1>f officials responsi-
ble for human resources development and training? 

I 
( l) They must take account of environmtntal characteristics 

and, in particular be aware of the faci that the insurance 
industry is undergoing considerable eh nges. In the devel­
oping countries, there is a mar~ed trend towards 
privatization. In the developed count#es, the trend is to­
wards globalization of the insurance $rket. This will be 
reflected in increasing -acceptance c)f responsibility in 
meeting compettt1on. 1 

(2) They must set training objectives that will enable competi­
tion to be confronted more effectively ,j i.e. train managers 
and agents who concern themselves noq only with turnover, 
but with profitability and good results.! 

(3) They must concern themselves with crileria for a minimum 
standard of training for specialized ins~rance staff. There 
are several possible models for determjning these criteria: 
A co-operative structure involving ~ompanies, associ­
ations, federations and supervisory aufhorities; the corn-
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panies alone within their association or federation; the 
companies individually. Examples of structure already ex­
ist such as the African Insurance Institute in Tunis (me­
dium level) and the International Insurance Institute in 
Yaounde (higher level). 

( 4) They must determine training policies that correspond to 
the objectives of their undertakings and are also \n keeping 
with the policy of restructuring the insurance market at the 
national level. 

( 5) They must be informed of, and thus fully associated with 
the formulation of company strategy and more particularly 
plans for introducing new technologies. This will help 
them anticipate and manage that strategy's effect on job 
profiles. 

( 6) They must ensure that sufficient financial resources are al­
located to the training of less-qualified staff to take into 
account the requirements of intra-sectoral mobility at this 
level. 

REPORT 2 

TRAINING MANAGEMENT AND TRAINING OF TRAINERS 

The human resources manager must: 

(1) Managing the training centre: Seek effectiveness through 
the establishment of a flexible, lightweight and 
autonomous structure. The centre must reflect the 
concerns of the insurance industry, but must remain 
neutral and very close to the clientele it serves. . It must 
seek financing not only from companies, but also from the 
associations and agents to be trained, and through the sale 
of any teaching materials it produces; The centre would 
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thus avoid being dependent on a given organization or 
source. 

(2) At the level of programme and teaching materials 
development: 

• . Ensure that programmes are at a sufficiently high level 
and that they meet the market's current and changing 
needs. 

• Prompte the establishment add operation of "think 
tanks" made up of specialists ~hose job will be to as­
sess and revise programmes and teaching materials in 
order to adapt them to the needs of the industry. 

• Promote the preparation of special programmes for . 
specific needs on request. 

(3) For teaching quality: 

• 
• 

• 

• 

Invest in teaching materials an~ teaching techniques . 
Effect periodic eval~ations and r,•ssessments of courses, 
teachers and matenals. To do o, he may either use 
evaluation forms or ascertain the reactions of the 
centre's clientele. i 

l 

Provide the centre with docum~ntation that is suffi-
cient, adequate ~nd periodically! updated and make it 
accessible to trainers. , 

Institute systematic and periodi~ refresher courses for 
trainers. 

( 4) Role of existing centres 

Existing centres should serve as resobrce centres for sub­
regional and national units, and promote co-operation and 
assistance in the transfer of experienc,e. They may, for ex­
ample, agree to sponsor other trainint units. 

I 
1 

1 
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They may develop special teaching programmes for train­
ers, in order to give full play to the multiplier effect that 
occurs when the trained managers return to their respective 
countries. This will have the advantage of reducing train­
ing costs. 

REPORT 3 

DEVELOPMENT OF TRAINING AND INTERNATIONAL 
CO-OPERATION 

We recommend: 

(1) The establishment of a network of training centres based 
on existing regional and subregional centres, the establish­
ment of centres where none exist. UNCT AD might help 
in the reactivation of existing centres and the establishment 
of new ones. The training centre network must have fi­
nancial support from insurance companies at the national 
level and insurance organizations or federations at the 
subregional, regional and continental levels (AIO, Africa 
Re, FANAF, etc.). 

(2) That training centres that have developed suitable and ef­
fective documentation and teaching materials donate this 
documentation and material to a co-ordinating body such 
as UNCTAD, which will ensure they are used by centres 
that do not have them. 

(3) That UNCTAD should act as co-ordinator and provide an 
information and documentation bank to which it will pro­
vide access for countries, centres and organizations that 
need it. 

( 4) That certain centres should agree to play a leading role in 
adapting the teaching material. These centres might or­
ganize training workshops, run by functional working 
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groups. They might encourage the establishment of train­
ers' clubs to meet specific training heeds. 

( 5) That the organizations should agree to invest in training in 
general, and especially in a minimum standard of training. 
They should give priority to investment in the creation of 
teaching materials to be used in training specialists. Spe­
cific criteria for a minimum standard of training should be 
formulated in each country. 

( 6) We wish to re-emphasize the neetl to · organize practical · 
training Jorkshops among different centres and companies 
in different countries along North-fouth and South-South 
lines. , 

REPORT 4 

FINANCING 

For the financing of insurance tr.~.ining institutes, we re­
commend financial contributions from Jompanies and Govern­
ments during the setting-up stages. As soon as possible 
thereafter, the institutes should aim at t~king over their own fi­
nancing through contributions from user-payers. 

EVALUATION; 

We re-emphasize the need to evaluate training. To be 
credible, the evaluation system' must operate at various levels: 

• Trainees reactions regarding achie<f ement of the teaching 
objectives; ' 

• Reactions of the market to the iresults obtained from 
training; ! 
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• It would be advisable for several training centres in the 
same network to establish a group of specialist-evaluators 
to visit all the centres and conduct an operational review. 

INTERNATIONAL CO-OPERATION 

l 
We recommend that a central neutral body should be 

given the task of making a comparative analysis of the content 
and teaching objectives of possible training programmes to be 
used in the network. This comparat~ve study would identify the 
reasons and justifications for the existence of marked differences 
in length between programmes geared to the same job profile. 
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APPENDIX Ill 

GROUP B - (English-speaking) 

President: Mr. William Goh 

Rapporteur: Mr. Paul Sultana 

REPORT 1: HRD AND TRAINING POLICIES 

The following are the recommendations about which 
there was consensus in the Group: 

(1) 

(2) 

(3) 

For the im~l~mentat~o~ o~ t~e _H+man Resources Devel­
opment trammg pohcies It IS nntortant that the Chief 
Executive of the company/confere ce be involved, he is to 
be convinced and committed too. he Chief Executive and 
Training and Development managJrs should combine their 
efforts. ; 

Government suppg,rt is important pnd desirable. Finance, 
control and conduct of HRD and haining policies should 

! be left to the users. J 
I 

Training should be divided into tw1 areas: 

! 
(a) On job training by Heads tjf Departments; 

' J 

{b) Academic training by suitable Education Insti­
l tutions. 

I 
( 4) A degree of adaptations has to be lintroduced in order to 

adapt to the laws and practices oft e countries concerned. 

t 
1 
l 

i 

l 
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(5) Ideally insurance companies should set up their own In­
surance Training Centre and then co-ordination is to be 
established at international level. 

( 6) Insurance companies that spend money on training should 
qualify for tax relief. 

(7) Compulsory qualifications to be obtained within a stipu­
lated period are to be made clear to the employee by his 
manager. 

(8) A list of courses available is to be drawn up and each 
member of staff is expected to show interest in one of the 
courses. . . 

(9) More and more emphasis on personality is to be made. 
(10) H.R.D. on training should be a shared responsibility 

among managers. 
(11) A greater effort is to be made to attract the brighter per­

sons to the insurance sector; it is important that they be 
motivated. 

(12) For better recruits to the insurance sector we need to up­
grade the image of the. insurance industry among the peo­
ple; hence the importance of mass education in addition to 
the introduction of basic insurance education at school 
level. 

(13) Standards have to be more stringent for entry into the 
profession. 

(14) A code of ethics is desirable. 
(15) Women have a great deal to offer and so suitable courses 

could help women to realize their potential and elevate to 
managerial positions. 

( 16) HRD training policies should be looked at from three 
points of views: 

{a) The regulators' point of view; 

(b) The .insurance institutions' point of view; 

(c) The insurance companies' point of view. 
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(I 7) Insurance companies ought to draft a Career Development 
Plan. 

{18) In terms of resources and training and in spite of their great 
efforts, developing countries often lack funds and expertise 
which restrict their operations. 

(19) Developing countries feel that funds could be provided by 
international agencies so that they could draw from the 
pool of resources of lecturers in specialist centres in differ­
ent parts of the world. 

{20) Developing countries urge UNCT AD to assist in this very 
important role of maximising resotirces. 

REPORT 2: MANAGEMENT OF TRAINING AND TRAINING OF 
TRAINERS 

t 
! 

What an HRD manager shouUl do to administer the 
training policy of his centre/organization so that persons who 
need training will get the right training at the right time. 

Recommendations 

(1) 

(2) 

(3) 

It is important thafan HRD manager must provide, ini­
tially, a job specification. 
Since the training policy is sanctioned at Board level it is 
important that the H RD manage~ works closely with this 
body. . ' 

For a Needs' Analysis Exercise it islmportant that an HRD 
manager draws up a· sophisticat,d list and goes to the 
market to identify their needs. ' When people in the 
insurance industry give you what lhey need and you give 
it to them you need not market it tq them. Since they want 
it they will co-operate. j 
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(4) An HRD manager will need the co-operation of both an 
education expert and of a technical (insurance) expert. One 
does not necessarily exclude the other. 

(5) Courses must be organized at the right time; otherwise re­
lease of employees might be difficult. 

(6) For a proper course development, revision of content and 
evaluation, an HRD manager would find it beneficial to 

\ 

seek feedback from institutes, associations, lecturers, par-
ticipants, etc. 

(7) Training materials such as text-books, audio-visual aids 
must be available and also up-dated every year. 

(8) Tutorial classes for re-sit students must be part of a train­
ing policy. 

(9) If an HRD manager cannot satisfy the training needs from 
his. own resources he may approach another 
centre/ organization that has already satisfied this partic­
ular need and ask for assistance in order to satisfy the need 
himself in his particular way. This is better than buying the 
material outright. 

(10) Members from developing countries would find it very 
useful were they to visit existing educational institutions. 

( 11) It is desirable that training materials be exchanged and 
adapted for individual needs. 

(12) With reference to Needs' Analysis (No. 3 above) it is felt 
that regulators can assist since during their investigations 
they (regulators) are bound to identify needs ( or deficien­
cies). Liaison with institutes and centres would be greatly 
beneficial. 

(13) UNCTAD could play the role of a clearing house, a col­
lecting point or be, at least, a letter box. HRD managers 
would find this very useful. 

(14) This Group strongly recommends that a Committee be 
formed from the participants attending this Seminar 
( ensuring representations from the developing countries) to 
determine future policy guidelines of UNCTAD and to 
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{l) 

(2) 

(3) 
(4) 

(5) 

(6) 

(7) 

(8) 

(9) 

prepare plans in the field of HRD in insurance. This 
Committee would assist the secretariat at UNCTAD. 

REPORT 3: TRAINING DEVELOPMENT AND INTERNA­
TIONAL CO.OPERATION 

The following are the recommendations: 

l . l 
Co-operation could take place botQ on interregional level 
and on regional level. 
Initially, and until funds ar:e available, UNCTAD should 
act as an information centre secretariat for international 
co-operation. 
Regional committees may be set. up: 
A permanent Steering Committee· is to co-ordinate the 
work of the regional committees, in conjunction with 
UNCTAD. 1 

The Chairman of each region (formibg the Regional Com­
mittee) is to sit on the Permanent Steering Committee. 
UNCTAD is to co-ordiµate assistatice between developed 
and developing countries even if a region is delegated with 
work in special areas. ' 

It is accepted that ·those already established educational 
institutions do not only give but alsQ receive. 
An "ad hoe" committee from participants of this Seminar 
is to be formed; representatives are ~o come from different 
regions. ; 

In order to facilitate exchange of trainers the creation of 
these three pools is recommended: j 

l 
Pool one: A pool of rttired executives who 

are ready a4d willing to pass on 
their experiepce; 

t 
t 
I 

l 
I 
l 

I 
t 
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Pool two: A pool of trainers from different 
regions; 

Pool three: A pool of trammg institutions 
that agree as to what extent they 
can assist the numerous teaching 
institutes throughout the world. 

(10) A minimum qualification standard system is desirable since 
this will improve the professional standards of each coun­
try. 

(I 1) It is recommended that UNCTAD carries out a world-wide 
survey in order to establish the needs and requirements of 
each country. 

(12) It is suggested that UNCTAD circulates to each country 
what training institutions exist in ·each country so that 
contacts could be directly established. 

REPORT 4: EVALUATION OF TRAINING 

The following are_the recommendations: 

( 1) Evaluation of training will indicate the needs and modifi­
cations required for future training programmes. 

(2) If we establish different levels of education this will help to 
better training evaluation. 

(3) A common basis for evaluation is desirable so that this 
could be applied globally. 

( 4) Evaluation helps credibility and so this is bound to im­
prove a global approach to human resources development. 

( 5) A proper evaluation of courses will make future courses 
speak for themselves. 

(6) Evaluation is linked to the training objectives: if these are 
clear so also will evaluation be. 
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(7) If the global approach does not satisfy our needs, direct 
approach is not excluded. 

(8) It is important that requests for assistance from organiza­
, tions in various countries to serve on committees should 

come directly from UNCTAD to the organizations con­
cerned. 

(9) This Group feels that in each and every country the 
registrar of examinations/Ministry of Education/Insurance 
Controller / Insurance Institute / Insurance Association 
/Centre must ensure high stand~rds of supervision and 
invigilation in conducting examinations. 
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APPENDIX IV 

GROUP C - (English-speaking) 

President: Mr. Sherif Kahn 

Rapporteur: Mr. Robert Watson 

REPORT I: HRD AND TRAININGjPOLICIES 

( 1) The Group felt that there was a lack oflmanpower planning 
practice in virtually all countries' pres nt insurance indus­
tries. Although there was a reasonabl quantity of training 
undertaken in the various countries ei her general or spe­
cific, there was a waste of scarce resou ces on such training 
services due to the lack of prior manp wer planning. 

I 
There existed different levels of training in all countries in-
cluding: 
• On-the-job training;_ 
• Local training institutes; 
• External training courses (regionaf or elsewhere over-

seas); I 
• Professional examination syiems, e.g. CII/ 

CPCU/LOMA. l 
I 

I 
Some countries' training institutions w~re now certificating 
their own local courses based on theJ design of interna­
tionally recognized diplomas but adapttd to local needs i.e. 
practice and legislation. 
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An encouraging feature was that training generally ap­
peared to be increasing and was more organized despite 
lack of resources. 

However, there appeared to be a universal lack of man­
power planning and needs forecasting. This was not due 
to any reluctance or refusal to implement but mainly to a 
lack of awareness that this should be undertaken. It was 
generally agreed that manpower planning policies would 
assist trainers to utilize their limited resources more effi­
ciently. It was felt that there was sufficient expertise 
available locally to undertake the task but that senior 
management had to be convinced of its key nature as a 
pre-requirement of effective training. It was felt that 
UNCT AD could effectively assist by using this seminar as 
a vehicle to stimulate governments and national insurance 
industries to give this area priority. Where a national 
training function or institution existed, this could be the 
catalyst or focus of activity but not necessarily carrying out 
the research. With an UNCTAD initiative, the general 
feeling was that there was a good prospect of success in 
this operation. 

(2) The Group specifically considers the area of salespersons 
and felt that they should be an important part in overall 
manpower planning strategy. These individuals were a vi­
tal cog in the growth of the industry and also the most ef­
fective means of educating the public at large being the 
primary contact point with potential customers. Registra­
tion and certification of such salespersons, mainly life, was 
generally undertaken in virtually all countries, although 
most examination/testing/training was limited and fairly 
basic. 

(3) The availability of suitable training media was discussed 
and in certain cases this was creating a problem in provid­
ing appropriate training required. 
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( 4) Career development policies were discussed and although 
horizontal movement was quite widespread and successful, 
there was restricted vertical progress irn some countries due 
to political factors. This was certainly a demotivator in the 
case of well-qualified and ambitious young persons. 
Hopefully this would improve in time through national 
generation factors but delegates had a lack of positive 
suggestions in this area to improve the situation. 

Summary 

UNCTAD should use this Seminar to!encourage national 
insurance industries in collaboration with governments, where 
appropriate, to implement serious manpower protects. Using 
the existing training facilities available for consultancy and as 
focal point for the exercise, UNCTAD sho4ld try to contribute 
as much as possible in the sharing of infopnation, despite its 
lack of resources. 

Successful manpower planning politjies will make the 
training resource more cost-effective. 1 

j 
The training of salespersons was cohsidered a pnonty 

area and should be given a prominent place in the manpower 
planning projects. 

I 
Career development programmes wet;e a natural conse-

quence of good manpower planning but ~lthough horizontal 
movement was currently much in eviden~ there were con­
straints on vertical progress, which should lie removed. Hope­
fully efficient manpower planning policies' would assist this 
process and lift existing barriers. 
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REPORT 2: THE MANAGEMENT OF TRAINING 
AND TRAINING THE TRAINERS 

( 1) The discussion on the management of training centered on 
the availability and $uitability of those facilities in the de­
legates' own countries. It was felt that HRD managers 
should have overall responsibility for training whether of­
fered by his own organization or externally. There was 
general consensus that control was not a major problem 
but lack of available training resources. 

(2) The Group commented that there has been substantial 
course development in some countries with a move towards 
local certification complementing existing international di­
ploma provision. This was desirable, and if suitably 
supervised, leading to an eventual resource saving. 

(3) The use of the range of training materials varied between 
the different countries. The additional information gained 
at this Seminar would prove useful. 

( 4) The particular problems of insurance regulators' training 
needs were discussed. Although regulators can ensure that 
adequate training is offered to their specialist staff, and can 
supervise this, the availability of suitable courses is a 
problem particularly in Africa and Europe. 

( 5) Training delivery was discussed in detail and it was agreed 
that quality was critical. However, in developing countries, 
with the problems of resourcing the training of employees 
initially e.g. release of staff, availability of expertise in par­
ticular subjects etc., the quality problem becomes second­
ary and an additional burden. However, it is clearly 
recognized that "training the trainers" courses when avail­
able are the answer and market resources should be di­
verted for this purpose where possible. 
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(6) It was felt that the role of training courses of institutions 
were critical to the success of training operations in the 
countries concerned. The reasoning behind this was that 
the more successful and efficient thes~ operations were the 
more they would be utilized by their local markets to their 
mutual benefit. 

(7) The' transfer of expertise between the centres/institutes and 
other countries was discussed and it was agreed that a dis­
tinction be made between: 

(a) Teaching aids and materials; 

(b) Lecturers. 

The general consensus of the Group was that a major benefit · 
of the Seminar was the informal contact between various de­
legates and the result of this should be the communication and 
dissemination of information between them in future. The ex­
isting training centres with the co-operation and co-ordination 
of UNCTAD could assist countries wher~ no institutions ex­
isted with provision of materials. Possiblf a databank of ma­
terials and participating institutions could be compiled by 
UNCTAD. Regarding lecturers, exchahges between insti­
tutions and centres was desirable and a register with 
expertise/experience of individuals could be held by UNCTAD. 
Costs of exchanges would be negotiated individually by the two 
parties concerned. 

On the subject of communication, it was f dlt that for speed and 
efficiency that individuals/companies/training centres be the 
contact points with governments being advised where appro­
priate for information. 

I 
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To summarise: 

• 
• 
• 

• 

• 

• 

HRD managers should be in overall control of training; 
The facilities for training were not really a problem; 
New courses were being developed although there was . a . 
lack of provision for regulators; 
New teaching aids and materials would be welcomed and 
this Seminar has increased awareness; 
Poor quality of certain trainers was recognized, and subject 
to resources being available, training courses should be 
utilized lo "train the trainers"; 
The retention and exchange of training information and 
expertise is vital to the success of training in developing 
countries,. so under control of UNCTAD a databank 
should be inaugurated for storage of training aid/materials, 
information and record of expertise/experience of qualified 
individuals in their particular area. Exchange schemes can 
then be organized. 

REPORT 3: TRAINING DEVELOPMENf 
AND INTERNATIONAL CO-OPERATION 

The Group came to the following conclusions: 

( l) That an exchange of information and documentation was 
desirable but co-ordination through a supervisory body e.g. 
UNCT AD was essential. 

(2) Training material development could be included in a cen­
tral databank. 

(3) Current reviewing of qualifications to ensure that stand­
ards were maintained was satisfactory by use of local ex­
amining boards and external moderators. 

( 4) It was desirable and feasible that trainers be exchanged 
between institutions. 

Appendix IV 217 

(1) 

(2) 

(3) 

REPORT 4: EVALUATION OF TRAINING 

The Group agreed that: 
• Needs analysis is an essential prerequisite of training 

evaluation; 
• Systematic evalution is the most cost-effective 

methoc,1. 
The current position 
• The vast majority of institutibns undertake some 

measure of evaluation from course participants on a 
formal basis; · 

• !he_ ~eedback from management to training 
mst1tut1ons/ officers is currently fairly limited and un­
systematic; 

• Some formal work is done on ad hoe basis. 
The Group had a fairly detailed discJ~sion on funding and 
agreed that the industry should be urked to inject substan­
tially more funds into this area as a tontribution to H RD 
and for the long-term benefit of the ehtire market. 
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APPENDIX V 

WORKING GROUP D - (Portuguese-speaking) 

President: Mr. V. Mondlane 

Rapporteur: Mr. J.S. Andrade 

j 
REPORT I: DEVELOPMENT OF HUMAN RESOURCES AND 

TRAINING POLICiES 

{l) To enable human resources ofli 'als to prepare an inte­
grated strategic plan for the dev lopment of human re­
sources, it is essential that those · charge be made aware 
of the importance of a human resources management 

(2) 

(3) 

structure. 
If substantive measures are to be 
first of all to carry out a diagnosis 
and skills, in other words to dra 
development plan specially adapte 

.-' ,P-

resources. 

en, it will be necessary 
f the existing situations 
up a human resources 
to the existing internal 

Having regard to the current poli ical situation, which is 
favourable to an opening up of th insurance sector in the 
Portuguese-speaking A(rican coun ries, and to the conse­
quences for the structure of insti ance organizations, it 
seems desirable to consider recruit ent and selection poli­
cies that take account of: 

l 
(a) The need for the utmost fl~xibility so as to permit 
recruitment of qualified cad es by direct selection 
methods, while giving prefere ce, where the local sit-
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uation permits, to recruitment based on the employ­
ers' own recommendations. 

(b) The need to develop relations with existing inter­
mediate and higher level vocational training insti­
tutions, with a view to recruiting personnel having a 
suitable level of skills and specialization. 

(c) The need to adopt systems of remuneration that 
will permit the recruitment of personnel possessing the 
skills required in the differ~nt functions of the enter­
pnse. 

( d) The need for organizations to use effective recruit­
ment and selection methods and techniques. 

(4) With regard to training, the Working Group recommends: 

(a) That in planning training and improved organiza­
tion of training courses account be taken if possible, 
of the interests of the organization and the aspirations 
of the employees. 

(b) That policies be introduced with a view to chang­
ing mentalities and establishing a training culture 
through encouragement and incentives for trainers 
and students, developing greater individual responsi­
bility and achieving better control of cost/benefit ra­
tios. 

( c) That management training for higher level person­
nel be developed in order to ensure better motivation 
and teamwork. 

( d) That, with the help of international co-operation 
programmes, seminars be held in various countries on 
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important current topics reflecting the development 
of the insurance sector. 

(e) That policies be adopted to promote enhancement 
of the skills of senior personnel in insurance enter­
prises. 

(f) That action be taken to create, develop and organ­
ize a specialized insurance d~ta bank for countries 
speaking the same language, !which might facilitate 
improved transfer of inf ormati6n among the countries 
concerned. 

{g) That training in marketing, at all levels, be pro­
vided for the purpose of impr'oving the image of in­
surance enterprises. 

(h) That, with the support I of international co­
operation programmes, trainirlg in research be pro­
vided so as to ensure, in the hiedium or long term, 
independent technical capabilitr in the insurance sec-
tor. , 

1 
i 

( 5) With regard to career development1 policies, the Working 
Group recommends: , 

(a) That flexible policies be adbpted that will provide 
motivation for task performan{e and ensure the pro­
motion of cadres with the hightst skills while also en­
couraging self-training and self-~eaching. 

I 
(b) That account be taken of the need for technical 
assistance· in defining mediuttj-term careers, having 
regard to the specialized naturelof insurance activity. 

I 
1 
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REPORT 2: MANAGEMENT OF TRAINING AND TRAINING OF 
TRAINERS., 

(1) To ensure proper management of the training provided by 
existing or future training centres, it is recommended: 

(a) That an inventory first be made of the existing 
training centres in order to analyse the present situ­
ation and determine the need for: 

(i) human resources with the necessary skills for 
conducting an analysis of training requirements 
and for the planning, organization and evalu­
ation of the various courses; 

(ii) teaching materials for training courses. 

(2) In order to improve the quality of training, at both the 
basic and specialized levels, it is essential: 

(a) To develop, for instruction purposes, a team of 
trainers to meet the requirements of a country, a re­
gion or a subregion; 

(b) To consider the question of the desirable charac­
teristics of and the selection of trainers; 

(c) To adapt training programmes developed in other 
countries to the practical situation in each market; 

(d) To obtain, with the support of international co­
operation programmes, the necessary financing for the 
measures referred to under 2 (a) above. 

(3) In view of the shortage of human resources for training in 
insurance work and the difficulty of releasing senior per-
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son_nel to. attend courses abroad over a fairly long period, 
the Workmg Group recommends: ' 

{a) ~hat c_onsideration be given to the possibility of 
holdmg, wtth the support of specialized insurance in­
sti~u~ions and international co~operation programmes, 
trammg programmes by correspondence for 
Portuguese-speaking African countries· 

' 
(b) TJ1,at a study be made of ~he possibilities of co­
operati~n between existing t.aining and instruction 
ce~t~es m those countries witli a view to developing 
trammg programmes in the area of enterprise man­
agement. 

( 4) In order to ensure that high-qualitr training is provided 
the :unction of trainer must be prdmoted through an in~ 
cent1ve policy. 

REPORT 3: DEVELOPMENT OF TRAINING AND INTERNA­
TIONAL CO-OPERATiON 

l 
l 

(1) The Working Group c,onsiders interational co-operation 
to be fundamental and the best me~ms of developing hu­
man resources through training. 

( a! !his co-operation must ne~ertheless take place 
w1thm a context of consultatiorl and co-operation in 
ord~r to take the fullest possiblt advantage of inter­
national co-operation with developed countries; 

{~) ~f the in_tetnational co-oper~tion is to take place 
w1thm a logical framework in ojrder progressively to 
meet the needs of countries, a ~tudy should first be 
made of the actual situation in each country. 

I 
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(2) With regard to the exchange of information and documen­
tation, the Working Group recommends that countries be 
divided into those having identical requirements, so that 
the dissemination of information may be best adapted to 
their needs. 

(3) With regard to the planning of teaching materials, the 
Working Group recommends that the following factors be 
taken into account: 

(a) The need to standardize training curricula to the 
greatest possible extent; 

(b) The need to adapt the materials available in the 
developed countries to the situation in and the char­
acteristics of each developing country. This can be 
done through teamwork involving specialists from 
each country. 

( 4) With regard to participation in training programmes 
abroad it will be necessary to secure from government au­
thorities formal recognition of such training, with a view 
to facilitating professional integration within insurance 
companies. For this it will be ncessary: 

(a) To determine the equivalency of training quali­
fications obtained abroad. 

(b) To standardize qualification systems while never­
theless taking account of the individual characteristics 
of each country. 

( 5) At the level of the actual trainers, co-operation among the 
various regional centres should: 

(a) Encourage, in co-ordination with UNCTAD, the 
periodic holding of seminars on topics of concern to 
the countries of a given network; 
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(b) Notwithstanding UNCTAD co-ordination of 
multilateral co-operation, give priority to bilateral co­
operation between training centres with a view to the 
execution of programmes of action. 

( 6) Consideration should be given to the possibility of includ­
ing courses on insurance in university curricula. 
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! 
President of thel Portuguese 
Insurance Assoration 

l 

State Secretary ~f Foreign Affairs 
and Co-operatijn 

Welcome Addrctss on behalf 
of the Director !of the Resources 

~ for Developme4t Programmes 

Afternoon session 

t 
Welcome and presentation of the objectives of the Seminar: 
M. Couroux and J.F. Outreville (UNCTAp) 

The concept of human resources develodment in the · field of 
insurance: Lynn G. Merritt (USA) l 

I 
Strategic planning for human resources 4levelopment and the 
training of executives: F. Maxence (Franc~) 

i 
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Thursday, 29 November 1990 

Morning session 

Human resources development and the deregulation and 
globalization of insurance activities: Jo Ann Howard (USA) 

Initial training and continued training: J.A. Wheeler (l:JK) 

Training needs analysis: S.H. Khan (Trinid~d and Tobago) 

Afternoon session 

Working Groups: 

Subject: Human resources development policies and strategies 

Friday, 30 November 1990 

Morning session 

Training design methods applied to the creation of distance 
learning material: R. Pittaluga {Italy) 

Training of trainers: Lynn G. Merritt (USA) 

The critical problem of the quality of trainers: R.P. Watson 
(Malta) 

International co-operation in training and human resources de­
velopment: Michel Couroux (UNCTAD) 

Programme 

Afternoon session 

Working Groups: 

Subject: Management of training and training of trainers 

Monday, 3 December 1990 

Morning sessi4n 

237 

Development of a system of insuranc~ education and qualifica-
tion: D.S. Salmon (UK) : 

Professional development through certification examination: 
R.J. Gibbons (USA) 

Developing minimum qualifications {or market intermediaries 
in general insurance: R. Langlois and p. Laflamme (Canada)· 

Organization of training for peopie with different back­
grounds: E.J. Ritter (Switzerland) l 

. ' 
~ 

Afternoon sessi~n 
I I 

Working Groups: 

Subject: Training de-relopment and international co-operation 

Tuesday, 4 December 1990 

Morning sessiot, 
I 

Evaluation of training: M .z. Lacson {~hilippines). 

Evaluation and auditorship of training~ J.R. da Silva {Portugal) 
. 1 

The role of insurance education in coll,ges and universities: J. F. 
Outreville (UNCTAD) I 
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Human resources and training development policies and strate­
gies in a developing country - Ghana's experience: Moses A. 
Darkoh (Ghana) 

Afternoon session 

Working Groups: 

Subject: Evaluation of training and return on investment 
in human resources development 

Wednesday, 5 December 1990 

Morning session 

General session: 

Presentation and discussion of the reports of the 
Working Groups 

Conclusions and recommendations 


