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      TEAM 4 (LILITA)

BUILDING A DIVERSE, NON-RACIAL, NON-SEXIST AND SUSTAINABLE INTELLECTUAL POOL OF PROFESSIONALS IN THE INSURANCE SECTOR

1.BACKGROUND

The historical roots of labour problems in South Africa emanated over 350 years ago in the racial differences then, further fortified by the apartheid system, which enacted the practice into law. The differences were used by the white minority for amongst others, occupational determination for the different racial groups i.e. African, Indian and Coloured collectively referred to as black people in this paper. The apartheid policies ensured that there were job reservation mechanisms put in place for whites both in the public and the private sector. This was enhanced by professional licensing restrictions for black people and women. The lack of access to professional training for black people and women was the final nail in the coffin in this category of persons for entry and advancement into the technical areas in the South African economy.

At a national level, the segment for skilled labour was limited to white males, in the main and the segment for semi-skilled and unskilled labour was open to blacks and women. Nowhere was the impact of this segregationist policy felt more than in the financial services industry, which demanded highly sophisticated skills. 

With the end of apartheid in 1994 came a new politico - social order. South Africa's definition of and goals towards equality for all were then guided by a vision of human rights, which incorporated acceptance of equal and unalienable rights of all men and women. A legislative and regulatory framework was put in place in the post-apartheid era to ensure equality and equity for all persons in South Africa and particularly, the previously disadvantaged groups of people. Disparities in the South African Insurance Industry workplace resulting from past discriminatory practices and laws have direct negative implications for economic efficiency, competitiveness and productivity. It is, therefore, in the interest of insurance industry that the potential in the industry is unleashed.

2. STATEMENT OF THE PROBLEM

Traditionally, the South African Insurance industry has been a conservative environment, designed to have a skilled white male labour force contrasting with an unskilled and/or semi-skilled women and black persons labour force This can be ascribed to the segregationist policies of the apartheid era but also to the fact that the South African Insurance Industry is driven by highly sophisticated and exclusive professionals, actuaries and accountants.  A further characteristic of the industry is that senior management in both professional and administrative areas are not of youthful age and do not have adequate succession planning processes and procedures in place to allow in younger talent. The majority of employees in the industry are women mainly, but not exclusively, deployed in the administrative and client interface environments. It is recognised that the insurance industry has a long way to go as far as greater representativity of its workplace is concerned and one way of addressing this is to attract young new entrants.

The challenge in the Insurance industry is to ensure that the Industry promotes an environment that sufficiently addresses the building of a representative and adequate intellectual pool in a practical manner, which will be representative of black persons, women and the younger people. It should be borne in mind that that the future strength of the Insurance Industry depends on its ability to harness the talent, skill and creativity also of the younger employees (and potential employees). One way to address this challenge is by putting in place enabling processes and mechanisms to assist their entry into the Insurance Industry.  One of the most groundbreaking pieces of legislation lending force to addressing this issue is the Financial Services Charter, which will be discussed later in this paper, promulgated on 01 January 2004. It is hoped that the Charter will prove to be a key driver of sustainable growth, redressing socio-economic inequities, broadening the skills and asset base in the Financial Services Industry.

The integration of all the abovementioned categories of persons into the Insurance Industry and in the professional disciplines therein, will be considered during our research and we will put forward practical recommendations to address the issue.

3. ISSUES THAT WILL BE ADDRESSED IN OUR INVESTIGATION

In the investigation, we will address issues such as;

· The growth of the industry will depend on its ability to harness the talent of young people by raising their awareness of the industry. It will be important to address practical procedures and processes that can be used in the Insurance industry that people with talent are attracted and retained in the industry. This process will enable the insurance industry to grow young talent from entry levels upwards and make it easier for them to be integrated into the industry.

· The implementation of strategies and policies such as training and skills upgrading policies and processes that can be utilised in the Insurance Industry as a necessary intervention to address the participation of women, black persons and the younger generation in higher and more technical areas of the Insurance Industry.

4. METHODOLOGY

Research will be conducted in the Insurance Industry to gain a comprehensive insight using the following methods;

a) Extensive in-depth interviews with key role players and industry bodies within the industry.

b) Search and analysis of regulation and industry practices and policies.

c) Searches and collection of surveys and other relevant documents within the industry.

d) Use of a questionnaire in about 10 culturally diverse selected schools and tertiary institutions to assess the awareness of the Insurance industry among young people.

e) Use of a questionnaire and structured interviews with personnel in various Insurance companies to ascertain their career aspirations and job satisfaction in the industry as well as the suggestions they will put forward.

Although d) and e) above may produce results that may not be statistically significant, they will provide a reflection of what the general feeling and trend is among employees in the industry.

5.LITERATURE SURVEY

The insurance sector is not well known amongst scholars in South Africa. Even when scholars know about the Insurance Industry, they do not know about the career opportunities in the Industry, except that it is an administrative, customer focused industry. This makes most learners believe that the Industry is boring. This happens within the context of an education system that is undergoing redress. The Insurance Industry can be part of the change and be visible in the education system and through current statistics work in line with the Department of Education goals.

The national plan on education proposes that the participation rate in higher education should be increased from 15% to 20% in the long term, i.e. ten to fifteen years to address both the imperative for equity, as well as the changing human resource and labor needs. In the short to medium term however, it would not be possible to increase the participation rate because of inadequate throughputs from the school system. The key challenge facing the South African higher education system remain unchanged as outlined in the White Paper: To redress past inequities and to transform the higher education system to serve a new social order, to meet pressing national needs, and to respond to new realities and opportunities.

The challenges facing the education system have to be understood in the context of the impact on higher education systems world wide of the changes associated with the phenomenon of globalisation. The onset of the 21st century has brought in its wake changes in social, cultural and economic relations, spawned by the revolution in information and communication technology. The impact of these changes on the way, in which societies are organized, is likely to be as far reaching and fundamental as the changes wrought by the industrial revolution in the 18th century. At the centre of these changes is the notion that in the 21st century, knowledge and the processing of information will be the key driving forces for wealth creation, and thus social and economic development. Manuel Castells state that if knowledge is the electricity of the new information international economy, then institutions of learning are the power sources on which a new development process must rely. (Castells: 1993)

Another challenge for the department of education is to produce graduates with the skills and competencies required to participate in the modern world in the 21st century. There is an endemic shortage in South Africa of high-level professional and managerial skills. Particular shortages are in the science and economic based fields, and especially in economic and financial occupations (Insurance related as well). There has been a major structural shift in the economy over the past twenty-five years. The primary sectors of the economy have been in the consistent decline over the period, while the services sector grew by about 6% between 1970 and 1995 (This shows increasing opportunities in Industries like the Insurance Industry). The increased cost of higher education might be impacting on the ability of students from lower middle class backgrounds, from entering higher education for employment purposes is declining (This would be an opportunity for the sector to offer bursaries and scholarships to disadvantaged children). It is crucial to equip all graduates with the skills and qualities to participate as citizens in a democratic society and as workers and professionals in the economy. This should not be seen in a simplistic vocational sense, as there is increasing evidence to suggest that narrowly technical skills are becoming less important than knowledge management and organizational skills. 

According to the HR Magazine 2004, companies have to examine their return on investment in employees and determine their value to the organization and create compensation and long term incentive plans that reward top performers. Companies must attract, retain and develop top performers to attain and maintain competitive advantage. Optimising human capital can be achieved through pro-active talent management processes. Some of the initiatives that companies can implement are performance appraisal and potential forecast, which is a prediction of how an employee can progress, based on his performance appraisal, training and development needs, career preferences and competency levels. According to Albertson (2003), beating talent will be tough if they have a more powerful leadership team and a full pipeline of emerging talent. Talent management is no longer just an HR issue; it has become a hot topic in the boardroom. Today’s successful organizations are actively identifying, developing and strategically managing their top talent to ensure the highest quality top leadership succession. Talent management will become even more critical as the supply of talent decreases, while demand continues to accelerate. Some of the contributing trends include: shrinking 25 to 45 year old demographics, downsizing have eroded the rich bench strength of emerging leadership talent, many leaders are approaching mandatory retirement age, and increased competition for talent with companies that are willing and able to offer more attractive compensation packages and perks. According to Donahue (2001), alarming findings came out of a study conducted by McKinsey & Company among 13 000 senior managers in large and mid size companies:

· A mere 3% strongly agreed that their companies did a good job of developing people effectively

· Only 3% strongly agreed that their companies were effective at dealing with poor performance

· A meagre 16% strongly agreed that their companies could even identify the high and low performing leaders.

The above statistics indicate the challenges faced by organizations and are some of the reasons why organizations continually lose key talent.

According to Handfield-Jones (2001), more and more leaders are coming to realize that building a strong pool of talent is central to their company’s success, and more and more, they are coming to realize that they have a critical role to play in making that happen

Research conducted by the Sophist group on retention of bright, young capable employees in the non-profit sector led to identification of the following as critical factors:

· Expand their skills (both on the job training and formal outside expertise)

· Alignment with mission of the organization

· Good management, including coaching, structured career path and an atmosphere of respect, honesty and flexibility

According to PG News, companies can attract and keep young talent by showing young people how happening the company/sectors is, and then hope that they decide to work there.

6. LOCAL BEST PRACTICE GUIDELINES AND FOUNDATIONS

 Locally there have been good guidelines laid down in a bid to address the issue of talent attraction and retention.
Set out below is the different best practice foundations;

The Financial Sector Charter

In addressing the challenges facing the financial sector (underpinned by the Insurance Industry), the Financial Sector Charter (“the Charter”) acknowledges the low levels of black participation, especially women, in high-level skilled positions in the sector and states the by addressing this challenge, amongst others, the financial sector will make a significant contribution towards economic growth. It is hoped that as a best practice guideline, the Charter will prove to be a driver of sustainable growth, redressing socio-economic inequities, broadening the skills and asset base in the Financial Services industry.

More importantly, in addressing the issue of talent attraction and retention, section 5 of the Charter is devoted to the development of human capital and resources. It states thus;

“ A pool of intellectual capital in the insurance sector must be improved by focusing on attracting new entrants and continually investing in the skills development and training of existing and new black professionals and managers”.

The initiatives envisaged will amongst others;

· make it possible for the pool of intellectual capital in the insurance sector will be improved by focusing on attracting new entrants and continually investing in the skills development and training of existing and new black professionals and managers.

·  Financial institutions will undertake to invest in human resource development across the full spectrum of skills with special emphasis on increasing the participation of black people in skilled, strategic and operational leadership in the industry.

· The financial sector will undertake to implement a learnership programme.

· Quoting from 5.8 of the Charter;

“ Career pathing through the provision of the necessary support to black people at all levels to facilitate progress in their agreed careers;

The implementation of appropriate mentorship programmes within companies in the sector to assist in the rapid development of black professionals;

Targeted recruitment to expand the base of potential recruitments;

Where possible, in conjunction with institutions of higher learning, introduce training programme sin line with the National Qualifications Framework requirements and establish undergraduate and post graduate diplomas and degrees in financial services.

8. Skills Development Act, 1999 (“SDA”)

The SDA was enacted to provide an institutional framework to devise strategies to develop and improve the skills of the South African workforce and to have such strategies integrated within the NQF. To provide for learnerships that lead to recognised occupational qualifications. Its aspirations in providing a good foundation are based on;

· To develop the skills of the South African workforce

· To improve productivity in the workplace and the competitiveness of employers

· To increase the levels of investment in education and training in the labour market and to improve the return on that investment

· To encourage employers to use the workplace as an active learning environment

· To provide opportunities for new entrants to the labour market to gain work experience

· To encourage workers to participate in learnership and other training programmes.

Insurance Sector and Education Training Authority (“INSETA”)

INSETA (the Insurance education and Training authority) was formed in March 2000 to enact skills development legislation in the insurance and investment industry. There was no overall strategy or approach to skills development in the industry at the time nor were there any industry-wide initiatives aimed at supporting employment equity in the sector. This was because it was generally accepted that the insurance sector had a long way to go as far as broad transformation of its workforce was concerned.

According to the INSETA Annual Report for 2003/2004, the submission of workplace skills plans and Annual Training reports by employers has grown steadily in the past four years. The learnership divisions have spent many hours actively promoting learnerships with the sector and the number of learners has increased by well over 1000 percent.

Formalised training institutions in the industry
Various insurance companies in South Africa have also taken up the initiative to train employees in their companies and also to provide opportunities where talent can be attracted to the Insurance industry. Set out below are some of the initiatives from the various companies in the industry;

The Old Mutual Academy for Financial Planners
The Old Mutual Academy for Financial Planners was established earlier this year in response to the Financial Sector Charter to address the need to create gainful employment for those who show an interest in financial planning as a career. The Academy will recruit young candidates and, over a period of a year, train and develop these students into qualified financial advisers. Through the training, the young graduates will be equipped with sufficient knowledge to gain entry into the insurance industry.

Business schools

Business schools in the Insurance companies in South Africa offer management, technical skills training with the aim of producing a technically competent and individually mature workforce.

Insurance companies across South Africa have in the main initiated Management Development Programmes whereby individuals earmarked can be mentored and fast-tracked into management positions.

Learnership Programmes

Insurance companies have also initiated learnership programmes. As an example, Sanlam earlier this year, took on 30 matriculants for a ten-month learnership programme developed in line with the Charter. On completion of the programme, the grandaunts will be warded certificates in Insurance, which will enable them to get careers in the industry.

Clearly then, the Charters guidelines are having a positive effect on the Industry’s efforts to train and attract new talent.

7. INTERNATIONAL BEST PRACTICE

Insurance companies are facing increased competition as financial services companies offer products similar to those offered in the insurance industry. As the banking industry breaks the monopoly on insurance products, the insurance industry increasingly has to look at other ways of improving its business, such as customer service enhancements and ensuring training employees to help maintain a competitive.

United States of America

In the United States of America Insurance industry, there is a fear of an impending labour shortage that will exacerbate an already existing talent gap, just as insurance mentoring systems are dying out. It has been found out that developing seasoned employees through internal processes alone is no longer feasible. Trends such as;

· Age demographic shifts

· The decline of mentoring

· A more mobile workforce

· Technology’s impact on training

· An evolving Insurance industry

Have rendered the traditional methods of recruiting and training employees in the Insurance industry insufficient.

To meet the need for younger people, Insurance companies have opted to have intensive drives on internal development of young employees in companies.

· Various techniques are being used in the USA to counter the decline of mentoring. New employees are rotated through different departments in order to have an initial broad understanding of the insurance industry.  Companies are also providing “university” training by product specialists in a classroom setting.

· Some insurance executives in the USA are of the opinion that technology can solve the training problem in the industry. They are concerned that the formal education base may be inadequate for the industry and believe that technology can fill the breach by providing more flexibility for learning. Therefore, electronic offerings by some institutions have increased dramatically.

· Electronic training encompasses, for example, an online library, online classes and forums, a database of publications and online focus topics.

· For new employees, Insurance companies are recruiting graduates fresh from tertiary institutions and upskilling them internally on internship programmes.

According to Art Albright, Diversity Officer at Commercial Property and Casualty Insurance Company Zurich North America, the Industry needs fresh new talent. Commonly, what happens it when a company advertised jobs, they often require at least three to five years of experience. This meant that they often hire someone from another insurance who has adequate experience. However, the industry has realised that it must grow its own talent. One of the major identified problems as to why young people were not attracted to the industry was that there was a lack of information and communication on the varied careers available in the industry. This is against the background that traditionally, the industry has been conservative a conservative environment which has been driven by actuaries and accountants.

There are numerous institutions in the USA, which now offer introductory insurance studies and go on to provide for more in-depth studies in their syllabi. Insurance companies also approach tertiary institutions and offer information on opportunities such as getting into internships or offering training programmes as a way to enable young people to break into the industry.

Singapore

Globalisation of markets, advances in technology, changing demographics and socio-economic patterns are some trends that have resulted in new or changing needs in the insurance industry.

One of the most crucial challenges facing the Insurance industry in Singapore is training employees and availability of competent staff. The Insurance industry has taken into cognisance how important it is to raise insurance professional standards. In 2002, the Committee for Efficient Distribution of Life Insurance Products was appointed by the Monetary Authority of Singapore (“MAS”) to look into, amongst others, professional training in the industry. The Committee recommended minimum standards for professional training in the industry.

To date, industry practitioners have adopted these minimum standards and many have gone further to set their own requirements that exceed the prescribed standards, because they realised that this made them more competitive in the market. This has improved the level of professionalism among life insurance agents and greatly enhanced the reputation of the industry, which in turn, is helping the industry to attract higher calibre talent.

Training and competency requirements in Singapore apply across-the board to all insurance employees. MAS is reviewing the manpower capabilities of the insurance industry and the main competency gaps and areas of weakness identified. All the players in the industry continuously work together to formulate an insurance manpower development strategy. Industry players, training providers and tertiary institutions have co-operated to develop programmes that will enhance professionalism in the insurance industry.

United Kingdom

In the United Kingdom, there has been a heavy focus on the development of talent pool in the Insurance industry. As the market talent becomes increasingly fluid, as real and perceived loyalty of the employee to the employer reduces, companies without a clear strategy for finding, attracting and retaining talent will lose out because fundamentally the only source of sustainable competitive advantage is the people.

Generally, insurance institutions in the UK have established a wide range of learning, training and management programmes and made them available to entire workforces so as to allow talented individuals to realise their potential at their own speed. Some institutions have gone as far as establishing Business schools where there is increased accessibility by using new methods of learning and thus helping employees in their career developments. As an example, Lloyds TSB has embraced diversity by hiring people without the traditional background tapping into the broadest pool possible.  The company has a focus on among others, providing opportunities for women to meet and discuss industry issues, attending learning forums and focusing on career development through forging contacts and developing mentoring schemes.

Kenya

In Kenya, an awareness of the Insurance is being championed mainly by the Nairobi University Actuarial Students Association (“NASA”) an association by actuarial science students. Among its objectives are to work with established professional institutions and ensure that students play a more active role in shaping not only the future of the actuarial profession but also the industry.

The Association conducts workshops of the actuarial students with key players; identify pertinent issues and problems facing the business industry. This has necessitated the need to create a platform and forum that would bring other all the stakeholders to discuss, evaluate and seek solutions geared towards creating an enabling environment, attractive to young people who wish to be employed in the industry. The Association also contributes towards the popularisation and perception of actuarial education and insurance related disciplines in Kenya. It also liases with professional, the industry and professional bodies and institutions to ensure that whatever recommendations from the workshops held are implemented.

The members of the Association assist in creating resource centres such as bulletin boards in high schools and tertiary institutions where students are able to garner and gather information and are kept updated on matters pertaining to the Industry. The members of the Association also make presentations to schools on career guidance to students in their last few years of high school.

Accenture’s research

At the end of 2000, Accenture completed an extensive study on human performance issues in companies worldwide primarily, USA, Europe, Asia and Australia. The study, which concentrated on recruiting and retaining employees, has findings based on interviews with 500 Senior Executives from companies in eight countries on three continents and spanning to 10 major industry groups. All the companies surveyed face similar challenges in retaining and boosting the performance of their talent bases, but their approaches to remedying the problem vary.

The ongoing retention [problem suggests that money itself is not the answer. In fact, Accenture’s research indicates that companies can improve retention rates and improve employee performance by making it easier for workers to find new opportunities within an organisation, and by developing the skills and knowledge of all talent, regardless of their position in the company. For example, leading companies in the area of talent retention internationally are:

· Using an inclusive approach to firm-wide strategy development by involving employees in company decision-making processes. Infact 60 percent of the executives who described their companies as “leader” in change said that they use such an inclusive strategy-development method.

· Moving to project-oriented approaches, in which all employees can work on diverse limited-term assignments, rather than being sequestrated within a single department or function.

· Developing “talent exchanges” which connect employees and other resources to appropriate projects, roles and positions across the company.

· Instituting “real-time” goal setting, performance measurement, and skills development programmes to ensure that people always know where they stand and address performance issues and skills gaps before they become a problem.

· Embracing a wide range of emerging information technologies – including personalised employee Web portals, business simulation, and relearning to increase the efficiency and effectiveness of their training and development efforts.

“People have become the key competitive differentiator in today’s knowledge-based economy, but addressing these human performance or ‘ people issues’ is still a vexing management problem for many corporate leaders, regardless of location, industry, or type of company”, said David Clinton, global leader of the Human Performance practice at Accenture and primary author of the study.” By using creative talent-sourcing and talent management practices, and leveraging customised performance management and teaching tools, companies can better understand and maximise the role of their people in the digital economy”.

Other findings in the study include:

· Executives in more than half of the companies surveyed cited “ training and development” as one of their top initiatives to improve human performance, but only 25 per cent of the companies reported making any changes in their employee career growth and development programmes. The changes they did make tended to be one-time quick fixes for an isolated problem, rather than developing and implementing proactive and integrated strategies for attracting and retaining talent.

· Information technology is assuming greater importance in helping companies improve their performance of their workforces. Nearly 75 percent of all executives said the subject IT “always” or “often” arises in management discussions of how to improve work performance.

· Executives in more than half the companies surveyed ”cited” training and development as one of their top initiatives to improve human performance, but only 25 percent of the companies reported making changes in their employee career growth and development programmes.

· While 80 percent of the respondents believe that “people issues” are more important than ever, approximately one-third said not enough attention is being paid to such issues in their companies.

As tomorrow’s talent pool shrinks, each insurance organisation must have a plan for identifying, developing and acquiring the people it needs.

8. STRUCTURED INTERVIEWS IN THE INSURANCE INDUSTRY

Structured interviews were conducted with employees in different organisations in the Insurance Industry and the responses below from the questions set out below were elicited;

Questions

1. Do you see yourself in the Insurance industry in the next three years?

If not, give reasons why you are contemplating leaving the industry.

2. Are you happy in the insurance industry?

If not why are you not happy?

Give suggestions on what could be done differently to make it conducive.

3. Are you happy with the way things are done currently as regards employee and client satisfaction?

4. Any other comments?

Miss X, white lady 26 years - Sales Consultant

Miss X responded to the above. She does see herself in the industry in the next three years because she believes that it offers tremendous opportunities for growth and there are a variety of careers such as in the legal field, investments, administration, risk administration and all the possible careers. Also, it is possible for any professional discipline to find and create their own career and niche area.

She was quite happy in the company and has been working in that same company for 5 years. She was however, concerned that;

· As a white person she may not be able to realise her full potential because she believes that inasmuch as the Employment Equity Act caters for women of all races, employers are more intent on recruiting and setting career paths for her black counterparts.

· The training and “upskilling” offered in the organisation does not address the core competencies needed to perform duties in the workplace and most of the time it is irrelevant. However, the senior employees are given adequate training. She fears that this will hinder her progress and make it difficult for her to service her clients effectively.

· There is no recognition for employees at a junior level who exceed their targets and this is very demotivating. Consequently, chances of good salary raises and promotions are hindered.

· She intends to move on to another insurance company as soon as she gets the opportunity, as this is the only way she can raise to a higher level in her career.

Mr T, black African male, aged 28, assistant administrator

Mr T sees himself staying in the industry as he loves the challenges it offers. He is also excited about the type of work he does.

However, he strongly believes that a number of things should be done differently;

· He believes that there is racial discrimination by senior managers. They advance his white counterparts and are more sensitive to their concerns. He is perturbed between the wide gaps in salary between white and black people at the same level.

· There is inadequate training and whatever is given is not relevant to the work he does. He cannot ask to be given specific training to suit his needs as he has done it before and his senior advised him that at his level he could not get upskilled in that area.

· He believes that the organisation is too big to note people at his level and he will stay in the industry but move on to a smaller company.

Mr Y, white male, aged 34, assistant consultant

Mr Y was not happy in the industry because he feels that as a white male, he is now completely disadvantaged. Although he holds a degree, he has been overlooked for the past 8 years.

He has concerns in the following areas;

· Training which he says is for the chosen few i.e. black people

· Employment Equity Act

· Financial Services Charter

· The greed of senior executives

Ms Y, coloured lady, aged 31, human resources assistant

She was happy in the industry and does not intend to move in the next three years. However, she will go to another company, as there are no chances for her promotion in this company.

She was not happy with the Financial services Charter as it address black African women to the exclusion of all other black women.

She felt that the company should more recognition to junior staff and acknowledges their presence. Junior staff gets inadequate training, inadequate salaries and are not up skilled.

She took each day as it arrived!

Ms P. 29 years Assistant Consultant (White Female)

I was often tempted to branch out into another industry but always came back to realizing that one of my strengths is the experience I have gained over the past 20 plus years.  I also recently completed an MBA that gave me the opportunity to “reflect” and also introduce new subjects such as marketing, change management, etc.

She was happy in this industry as I have worked my way through the ranks and gained valuable experience both technically as well as management and problem solving.

There are very few successful women in senior positions to my knowledge and certainly at my previous employer, it was very White Male dominated with females not getting the opportunities available to the men.

She found that cultural differences were difficult to manage.  Her being white female expected black men to listen to her and take her guidance.    .

There was very little being done to measure client satisfaction and there is a lot of politics involved between the employee representatives and the employer.  Being in administration, we usually carry the brunt of the complaints and it is difficult to change a perception once it has been created.  There were a lot of hidden agendas that prevented us from getting the credit so often deserved.

On the other hand, sometimes employees were there our own worst enemies in either not questioning the done way or trying to make things over complicated.  An example of this in my opinion is offering individual investment choice to relatively simply educated people that have difficulty understanding investment concepts.

Employers and some Union bodies are either still very paternalistic or alternatively, do not care enough.

 Ms L (Legal Assistant-Colored Female aged 36)

The culture and diversity of clients we have, makes it different from other companies.  Our company is dominated more by black clients, which makes it a bit more unique and specialised, e.g. in our black culture a widow would wear black clothes from head to toe, as a symbol of loss for their loved ones (more specifically their husbands).  At NBC such people are accommodated, also we respect their status and they get all the care, assurance and quality service they need.  We respect all clients regardless of their age and tertiary background.  They are treated like kings and queens.  NBC is the best service provider for our black people.  But if we can learn not to be too impressive when it comes to language, if you consult with a Zulu speaking client, speak isiZulu.

As I have mentioned, this is a very unique and specialized sector, it requires teamwork and motivated employees.  So if employers can also see to it that the employees are given proper training and motivated, then production will be high.

9.FOCUSED INTERVIEWS

Focused interviews were held with students ranging from senior school level to University in order to assess their awareness and perception of the insurance Industry. The six institutions selected for the interviews ranged from black schools in the townships to multi-racial schools in the suburban areas in Gauteng. The students interviewed in any one sitting were about six students.

Black schools

 A mixture of junior and senior level students was interviewed from traditionally black schools in the townships. Their responses are set out below;

Awareness

In the main, the students stated that their awareness of the insurance industry was made possible by the following means;

· Through educational programmes sponsored by Insurance companies such as the Liberty SABC Learning programme and Takalani Sesame children’s programme sponsored by Sanlam.

· Through advertising by Radio, Billboards and other forms of media advertising.

· Through their own parents and other relatives who hold policies with insurance companies.

Image/Perception of the Insurance Industry

· The students at both the junior and senior levels believed that the insurance industry was not vibrant or dynamic.

· They were not aware of the careers in the industry.

· The industry involved the selling of insurance policies and settling insurance claims.

Multi-racial schools

Junior and secondary students from multi- racial schools, which were previously Model C schools, were interviewed;

Awareness

· Industry awareness was through media.
· Through newspapers and magazines
Perception/Images

· The insurance industry lacked in integrity because they did not honour policy contracts. Insurance companies do not pay out claims as promised.

· The insurance industry is not vibrant and the students said they would not consider a career in the industry at this stage.

Tertiary Institutions

Students from Universities and Technikons had the following responses;

    Awareness

· The industry was viewed as being highly competitive
· Employment opportunities were available especially for accountants, marketers, and economists. The students suggested that insurance companies should have counselling staff for value-add for customers.
Perception/Images

· The images ranged from suspicious to negative with almost all the students stating that there was no integrity in the insurance industry because claims were not honoured in many cases.
Suggestions

The students made the following suggestions;

· There should be presentations made to students on career guidance day.

· Presentations could be lent vibrancy on career guidance days by intermingling them with entertainment such as DJ’s operating music.

· The relevant companies in the industry could set up competitions to the public offering for instance, free insurance, for six months.

· Insurance companies should offer vocational work to students so as to enhance their awareness of the industry and to attract them into working in the industry.

· Insurance companies should hold recruitment sessions in tertiary institutions.

10. RECOMMENDATIONS AND A ROLL OUT PLAN

There is clearly a need for consumer awareness as relates to the Insurance Industry. As can be observed from the focused group discussions with the various schools and tertiary institutions, there is a clear lack of awareness of the Industry among schools in South Africa.

It is recommended, therefore, that the initiatives in the industry in Kenya above be borrowed in South Africa;

· The Actuarial Society of South Africa should enter into a joint initiative with INSETA and or the insurance Institute of South Africa (IISA) to conduct regular workshops at schools and tertiary institutions to highlight issues in an introductory fashion, which relate to the industry.

· On schools career guidance days, Insurance companies should be able to have sessions with students to raise awareness and provide information on career opportunities in the industry.

· As has been done in Kenya and suggested by students during the focused interview sessions, the Insurance companies should sponsor bulletin boards in junior and high schools and tertiary institutions with information on the industry. This would enable students to gain knowledge.

· It is recommended that where there are new employees in an insurance company, such employees should be rotated through different departments in a company to give them a broad and holistic understanding of what is entailed and to enable them to make well considered career decisions.

· A few institutions in South Africa are providing for learning and training by way of Information Technology. INSETA should champion this in the industry by encouraging companies to provide user-friendly training, for instance, on intranet. This could be further developed by having on-line libraries, on-line focus topics etc.

INSETA could organise through its Regional Representatives to take up this initiative and ensure that companies apply this type of learning.

Further to that, Insurance companies should concentrate on the core competencies, which make it possible for employees to execute their duties.
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