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AIG pays US$108M in claims everyday around the world. How
is this achieved? We use our local knowledge and expertise across
our global network. AIG places business in over 200 countries
around the world and has owned operations in over 90 countries.
Globally we have more than 400 claims offices employing 10,000
claims staff across our Consumer and Commercial businesses.
In addition to the introduction of Line of Business Centres of
Excellence to enhance customer claims experience we are investing
in the development of specialised services including Recovery,
Fraud, Medical Management (nurse case management), Litigation
Management (staff counsel and panel lawyers) and Vendor
Management (loss adjustors and experts) to minimise the ultimate
cost of claims. We also have in-house Risk Consultants and
Engineers. Unlike other insurance carriers we do not outsource
the handling of our claims. Our local claims staff are supported
by Regional and Global claims management. We pride ourselves
in our ability to communicate with customers in their local language
and be able to provide them with assistance locally even where
the loss has occurred in another jurisdiction. When this occurs
we do not hesitate to request the assistance of our colleagues in
that jurisdiction to undertake investigations on the ground and
where necessary defend any claim including litigation in accordance
with applicable laws. This gives our customers peace of mind
that no matter where their claims occur we have specialised claims
handlers at their service.

In the APAC region we have regular interaction with our US
colleagues in relation to claims involving export product liability
and worldwide hotel chains. AIG is continuing to expand its already
well known multinational business capabilities and at the forefront
of this is its market-leading and global interactive claims service.
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A Chinese insured manufactured light bulbs that were exported to
the US. Light bulbs were purchased from a US vendor and installed
at Paul Smith’s premises in the US. A number of months later
there was a fire at Smith’s premises resulting in property losses of
US$7M. The property insurer of Smith’s premises wrote to numerous
parties including the US vendor advising that investigations were
being undertaken into the cause of the fire and invited any interested
parties to inspect the property. The US vendor contacted the insured
to put the insured on notice of the loss and asked if the insured
wished to inspect the property. The insured contacted AIG China.
AIG China immediately forwarded the information to AIG US and
AIG US arranged for an AIG technical expert and AlG panel attorney
specialising in product liability claims to inspect the property on
behalf of the insured. AIG US also made contact with Smith’s
property insurer to find out more the circumstances of the fire
and loss value. AIG US,AIG China, the insured, the expert and
the attorney have now formed a partnership and work together
gathering information to ascertain and confirm product ID, the
distribution process and if the insured’s product could be the cause
of the fire. If the product is a potential cause they will then all work
together establishing defences to the claim. If the vendor or insured
is subsequently served with legal proceedings AlG China will make
contact with AIG US to handle the litigation with the assistance
of the panel attorney under a reservation of rights until all relevant
facts are known. All decisions relating to policy coverage and claim
strategy remain the responsibility of AIG China with AIG US and
panel attorneys providing recommendations on liability and quantum

under US law. The insured is kept updated every step of the way.
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