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ABSTRACT

Effective operational risk management determines to a greater extent how the insurance companies can effectively handle claims reported to them by their policyholders. Failure of many insurance companies to respond promptly has affected their reputation as well as chance of penetration. This study examined various operational risks affecting claim handling among non-life insurance companies in Lagos metropolis. The population for this study comprised all insurance companies that deal with non-life business in Lagos State. Primary data were collected from marketing and underwriting departments of the selected insurance companies. A total of 121 copies of valid questionnaire were filled and returned. Nonparametric statistics was used to analyse the data collected. The study revealed that the selected insurance companies have very good claim handling techniques put in place as well as fairly good reserving to meet unexpected internal shocks. There is also evident of a very strong internal control system among non-life insurance companies as the records of policyholders are kept in safe and secured cabinet to check their risk exposures to business underwritten. The study also revealed that there is fairly good penetration rate among the selected insurance companies due to insurers’ ability to win the existing policyholders to renew expired risks. In line with these findings, the study concludes that there is fairly good claims handling among the selected insurance companies which in turn fairly assist their penetration rate. The study recommends that insurance companies should avoid unnecessary cost that would otherwise affect the premiums they charge the insuring public by observing the principle of premium adequacy which is not too high and not too excessive in order to increase their penetration rate.

Keywords: operational risks, claim handling, reputational risk, insurance penetration




































Sokoto Journal of the Social Sciences Vol. 9: No.1, April, 2019        ISNN: Print 1595-2738, Online 2384-7654       1

