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1.0

CHAPTER 1

INTRODUCTION

1.1

Background of study

Background of Insurance Services Malaysia (1SM)

ISM was conceptualized in 1998 by the General Insurance Association of
Malaysia (PIAM) as the Malaysian Insurance Rating Organization
(MIRO) project. The objective of MIRO was to put in place databases to
support pricing and reserving in a liberalized pricing environment. The
project took shape in 2000 when PIAM established the MIRO department
and employed an actuarial manager to coordinate the project. In July of
2003, the PIAM management committee decided to merge the MIRO and
MIS departments to become the ISM department. The scope for the
project was also expanded to include anti-fraud and Information
Technology related services. Takaful operators began to participate and
contribute data to ISM in 2003. This was followed by life companies in
2004. The PIAM management committee recognized the need to create a
separate entity to enable ISM to carry out its role more effectively and also

formally involve the takaful and life insurance industry.



	IMPROVING THE HANDLING OF NCD USING ISM TO ACHIEVE OPERATIONAL EFFICIENCY
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLES
	LIST OF ABBREVIATIONS
	LIST OF DEFINATION OF TERMS
	CHAPTER 1
	1.0 INTRODUCTION
	1.1 Background of study
	1.2 Overview of Facilities Available From ISM - ISM Systems For MotorInsurance
	1.2.1 New Business
	1.2.2 Renewal Business
	1.2.3 Claims
	1.2.4 Others

	1.3 Issue Statement

	CHAPTER 2
	2.0 LITERATURE REVIEW
	2.1 What is Insurance Services Malaysia (ISM)?
	2.2 Definition of No Claim Discount (NCD)
	2.3 E-commerce
	2.3.1 Advantages and Limitations of E-commerce

	2.4 Definition of Operational Efficiency

	CHAPTER 3
	3.0 RESEARCH METHODOLOGY
	3.1 The data c
	3.1.1 Primary data
	3.1.2 Secondary data


	CHAPTER 4
	4.0 FINDINGS AND GAP ANALYSIS
	4.1 ISM Procedures
	4.1.1 NCD ENQUIRY
	4.1.2 NCD Confirmation
	4.1.3 Cancel Confirmed NCD
	4.1.4 Cancel Policy / NCD withdrawn / Cancel withdrawn
	4.1.5 Withdraw Claim
	4.1.6 NCD Verification
	4.1.7 Reports
	4.1.8 Market Valuation
	4.1.9 Other NCD Related Matter

	4.2 Findings and Gaps Analysis
	4.2.1 Database submission, updating and synchronization
	4.2.2 Verification
	4.2.3 Confirmation
	4.2.4 NCD granted to the customer
	4.2.5 Renewal of Motor Insurance with 0% NCD
	4.2.6 Confirmation On Renewal NCD Entitlement


	CHAPTER 5
	5.0 CONCLUSIONS AND RECOMMENDATIONS
	5.1 Conclusion
	5.2 Recommendation

	REFERENCES



