
CONTINUOUSLY INCREASE EFFICIENCY
OPERATIONAL EFFICIENCY
We maintain high standards of operational efficiency to create more 
robust and sustainable stakeholder outcomes.

Santam’s willingness to invest in large, long-term projects to provide 
data capabilities and agility for future business contexts is delivering 
the anticipated benefits.

Data and systems support risk management by improving risk 
assessment, pricing and underwriting processes. Santam continues 
to invest in big data and predictive analytics. This forms the core 
of our approach to pricing. These investments improve the group’s 
ability to respond quickly to the market from a product perspective 
and enable us to interact with clients through a variety of channels. 

Predictive analytics has been extended into the realm of machine 
learning and AI, and these techniques already play a significant role 
in applying price optimisation techniques. These capabilities were 
effectively applied to combat fraud, both large-scale and opportunistic. 

In 2018 we extended our risk assessment app to include the provision 
of a record of advice to our intermediaries. This is important for 
intermediaries to demonstrate they have provided a thorough and 
value-adding service to our mutual clients. This feature enhanced 
the use of the app and should encourage a better standard of risk 
management in our commercial client base.

Several features were added to the MiWay app, including fingerprint 
authentication, webchat, surveys and videos, assessment bookings 
and push notifications. We enhanced our hail warning and 
subsequent hail claim self-service tools. We added an automated 
call-back feature to help clients save money on airtime.

The individual businesses continuously embark on strategic projects 
to increase efficiency. In 2018, Santam re introduced QuicklySign –  
an electronic signing system that resulted in significant time  
savings and reduced paper use. Santam’s head office in Bellville, 
Cape Town, partnered with our landlord to drastically reduce the  
use of potable water. 

Santam Specialist introduced several business efficiency 
initiatives, including document and process management, client 
and intermediary management systems and finance reporting 
optimisation in the Niche businesses. 

SUPPLY CHAIN EFFICIENCY
Santam’s suppliers form an integral part of the claims management 
process and the group’s ability to deliver on its promise to clients. 
Suppliers provide functional elements including motor body repair, 
claims assessment, motorglass replacements, consumer electronics, 
jewellery replacement and a variety of technical specialists.

Procurement and sourcing are centralised for the Sanlam 
Group, including Santam in the context of a centralised sourcing 
decentralised call-off model which affords economics of scale as 
well as flexible buying processes and is governed by a group-wide 
procurement policy. However, subsidiaries such as MiWay still have 
the option to manage their own sourcing.

In the interest of building value-based business partnerships, 
Santam engaged with several vehicle original equipment 
manufacturers (OEMs) and concluded commercial deals to  
reduce repair cost on their brands.

We streamlined our ability to on-board suppliers by investing in a 
software system which includes web based registration, updating 
supplier and personal details actioning, request for proposals and 
generating and managing contracts. 

COST MANAGEMENT
Santam has a value-based decision framework that directs spend 
to the most suitable suppliers based on their value offering to the 
group. This entails an assessment based on quality, service, price 
and transformation criteria.

We continue to explore initiatives to contain claims costs, as this 
contributes positively to Santam’s loss ratio and supports affordable 
insurance premiums.

Santam’s internal cost management process includes quarterly 
expense forum meetings, which monitor expense trends and drive 
cost savings. Our approach considers cost management from policy 
formulation through to cultural and behavioural drivers.

We believe in constantly making small improvements to deliver long-
term optimisation. During 2018 the group faced cost challenges, which 
are discussed in the chief financial officer’s report. 


