Bhutan Insurance Limited (BIL) contingency plan amid concerns pertaining
COVID-19
As the entire country is gearing towards combating COVID-19, it has not only affected human lives but has also led to a disruption in the entire chain of the business working across the globe. Considering the effect of COVID-19 to prolong for an indefinite period, BIL has prepared a contingency plan as per the RMA directives vide letter no. RMA/DFRS/34/2019-2020/6008 dated 17/03/2020, in recognition of the potential impact of the COVID-19 outbreak on the operations of FIs including but not limited to- increased exposure to borrowers and / or business; disruption in operations due to measures implemented to control the spread of virus.

The plan is classified into three phases (viz: 1. Current Situation, 2.Partial Lockdown, 3. Remote

Working) for its operations to make sure the company absorbs the impact of COVD-19:

Phase 1 (Current Situation)
Amid  growing   apprehension   about   COVID-19,   BIL  has   implemented  a  safe   working environment for the employees and clients visiting the office. Each unit has been provided with disinfectant liquids and hand sanitizers to maintain proper hygiene in the office.  As advised by the health Ministry, regular washing of hands is of utmost importance, for which we have kept hand washing facilities at various entry and exit points. Employees have also been advised to maintain a distance of at least 2 meters among themselves and also with the clients. An isolation room  in  the head  office has  also  been  identified in  case if any employee or  client  shows symptoms of COVID19. A database of clients who visit the office is also being maintained at the entrance of the offices for easy tracking of clients if required. Employees dealing with clients on regular basis have been provided with protective gears.

As the current situation has resulted to a drop in clients visiting BIL offices, BIL in consultation with the Management has strategized its operations to provide services to clients without any trouble as follows:

A.  New Business
To provide services and information to our clients at this juncture without clients having to visit BIL office, we have made public notification through print and other social media platforms including our website providing contact details of the focal persons. A full time designated focal person has been made available for communication (Phone/Email) to address concerns and

enquiries on new insurance services, new loan proposals and new PF/GF contributions from

member organization in absence of clients’ personal visit to office.

An engineer and an underwriter are working on a rotational basis from the field to provide services to our clients.
Our Agents & Referrals are communicated frequently to keep close contact  on  their  insurance  businesses  and  to  review  their  performance  regularly.BIL  shall continue to appraise new loan proposals and review the viability of such proposals in order to reduce the impact during the current situation. Moreover, any directives issued by RMA from time to time will be followed in close consultation with the Board.

B. Insurance Renewal/ Loan Recovery/PF/GF remittances
Insurance renewal, loan recovery, and PF/GF remittances has been the key to the growth of the company as retaining business is always considered to be easier than procuring a new one. As the current situation has already led to a decline in the new business inflow, the primary focus would be to retain the existing businesses.

As the COVID-19 requires people to avoid being in crowds or public places, it has been difficult for our clients to visit BIL offices. Therefore, clients have been informed to make all payments through mobile banking apps upon receiving the required information from the designated focal persons. The focal person upon confirmation of the transaction with the accounts section shall forward the money receipt and other documents to the client through digital platforms. Insurance and investment department has been asked to monitor and follow up on all lapsed policies and NPL accounts respectively and report to department heads on a daily/weekly basis which in turn will be discussed with the unit heads on a weekly/monthly basis. Bank focal persons are also keeping constant contact with all concern FI’s to affirm the continuity of all renewal businesses mortgaged/hypothecated to FI’s. Our Insurance on Wheels (IoW) is also fully utilized especially for door step services in case some clients do not have emails or banking facilities.

2. Phase 2 (Partial Lockdown)
In case of a partial lockdown, the management would propose to institute ‘Work on rotational basis’ wherein number of employees present at work station needs to be reduced to avoid crowding in case the situation worsens. Pregnant women and mothers with children below two years will be made to ‘work from home’ and submit the work assigned, while others will work on  split  teams  of  two.  The  split  teams  will  take  weekly  turns  to  work  and  will  be  held accountable for the assigned jobs. However, Department heads will be present in the office at all times to monitor and provide necessary support to the employees.

The department heads will also assign tasks and prepare schedule for all employees including employees working from home so as to ensure smooth functioning and avoid any hindrance to our services. All documents issued during ‘work on rotational basis’will be properly documented on  daily  basis,  which  shall  be  accountedfor  once  we  resume  our  normal  schedule.  The department heads will make sure that should there be a requirement of additional employee, employees staying at home will be contacted for assistance thus, they are required to respond to calls 24/7.

New insurance business, new loan proposals, and contribution of PF/GF from new member organization during partial lock down if any; the employees will work in close consultation with their respective department heads to assess the risk involved and seek approval for the same. Moreover, all payments will be made through banking apps and shall be verified  with the accounts department before issuance of receipts and other documents as mentioned below:
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All employees attending office shall make sure that the routine schedules and works are carried out  in  a  proper  manner  and  the  same  is  recorded  in  the  system  for  closing  purpose  and preparation of accounts. The department heads will also nominate dedicated focal person to attend to all the queries and concerns from the clients.

In case of a partial lockdown, HRD-ADM will monitor the attendance of employees who have to come to office on a rotational basis, as per the list submitted by the department heads. Employees will be provided with protective gears such as face masks, hand gloves, hand sanitizers and will be asked to maintain a distance of at least 2 meters with the clients, while providing the required service. On the other hand, Risk based Internal Audit Department will ensure that the daily operations as mentioned above are carried out smoothly and will identify, assess and report to the management any emerging risk from  change in operational activities.

3. Phase 3 (Remote Working)
As recommended by the Government, BIL shall resort to remote working should the number of Covid-19 cases increase. If restrictions are put in place for an indefinite period, BIL shall operate by way of ‘remote working’from home.

The employees shall work from home to ensure that all insurance renewal policies and OD accounts are renewed, monthly EMI & PF/GF collections/contributions are deposited on time and also facilitate new business if any. All collections will be received through banking apps as mentioned in phase 2 ‘Partiallockdown’. However, in case of ‘remote working’ account officers will issue the receipt after checking and verifying the statements through internet banking. The department heads will be available at all times to discuss any issues faced or approvals required by  the  concern  employee  and  also  monitor  the  entire  working  process.  Moreover,  each department will use the app ‘Zoom’ for video conferencing to communicate, discuss issues and for approval purpose as and when necessary.

In the event the situation worsens, there may not be any new insurance proposals,  or new contributions from PF/GF member organization. However, should there be a need of new insurance/ addition of new member for PF/GF remittance,all forms shall be made available on our website for the clients and constant monitoring of the forms submitted shall be carried out to ascertain the risk involved. In case of new insurance, as physical inspection may not be possible under a lockdown situation, digital inspection may be used in coordination with the clients which shall be uploaded in the insurance system upon completion. Based on the report uploaded, the underwriter shall then underwrite and may issue an insurance policy after carrying out the required formalities as per the norms.

In the event of complete lock down with no movement of people at all in the community, processing of new loansmay prove challenging given the multiple process and agencies involvedthus, we shall suspend new loan processing, until we resume office. However, the Investment head will ensure that the recovery process are carried out working from home and attend to all recovery related issues.

Employees working under claims department shall always be available working from home for registering of new claims if any and gathering of documents. The concern officer shall communicate with relevant authorities informing about the new claim. The inspection of the said claim would be difficult under a lockdown situation, thus, the claim officer shall only register the claim  and  maintain  constant  communication  with  the  client  in  monitoring  the  damaged property’s condition until inspected physically.The claims processing officer shall process all completed claims document from home based on the claim file which shall be uploaded in the system and submit to the claims head for approval. The claims head shall verify the claim from his system, approve the same and submit further to the committee for approval. The claims requiring immediate payments will be discussed by the claims head with the committee for approval through video conferencing as and when necessary.

IT department will play a very important role in case of ‘remote working’ for smooth working environment as all our services are system based. For this matter, IT department will provide the access through Virtual Private Network (VPN) so that employees can access our application from home without involvement of external threats and risk. However, access shall be subject to approval from respective department/branch/extension heads only. They will monitor all the access rights of the applications on a daily basis and also put necessary measures so that there are no  issues  or misuse of applications.  Employees  will  also  be provided  with  relevant  online trainings. Moreover, the Risk Based Internal Audit Department will insure that the operational activities are carried out in line with the policies submitted by respective departments.

