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CEO FOREWORD
Dear Business Partner

I hope you and your loved ones are all keeping well during these difficult times and finding more effective ways to adapt to this 
ongoing crisis. The past eight months have been a test like no other. We have all lost in different ways – some more than others. 
To those who may have had to deal with the heart-breaking loss of a family member, friend or colleague to COVID-19, our 
deepest sympathies to you. We wish you continued strength.

In spite of the unfortunate and overwhelming challenges we face, our only option is to persist. 

Our role as architects

Reflecting on the year that was, this edition will hopefully plant a seed in all of our minds about our fast-changing roles in 
these unprecedented times and beyond. For intermediaries, this time demands a renewed outlook on what it truly means to 
be #RiskReady – both for your own business and that of your clients – and what it takes to continue to remain relevant as you 
navigate heightened emotions and unpredictable circumstances. 

Sadly, there is no secret formula but there are some things we can all do to stay ahead of the curve, leverage technology, 
partnerships, data and insights effectively and adapt to the ever-evolving needs of our mutual clients. We hope you find the 
advice and trends referenced herein to be of value as you plan ahead. 

Virtual(ly) the same opportunities 

The shift towards a digitised future had been a key topic of conversation for the longest time, and now – almost overnight – 
this pandemic has accelerated the need for technological advancement. We have all engaged in many firsts as we began a 
different type of discovery of the virtual realm. 

This journey of discovery has come with many frustrations and some hilarious moments as we experimented but more so, 
with a host of empowering opportunities, for which we are very grateful. For a business that is deeply invested in face-to-face 
interaction, it has been quite the adjustment engaging in some large-scale virtual engagements – internally and externally 
(from virtual townhalls to webinars and training) – with great success. 

Given the current situation, the expanded use of virtual platforms will continue however, we remain available for any face-to-
face discussions with you, prospective clients and our mutual clients.

Pause and reflect

Despite the challenges we may have faced this year, we have also celebrated a few victories, which we reemphasise in this 
edition. We also touch on some developments anticipated in 2021, which will be communicated to you in greater detail, in due 
course.

As always, I hope that this edition will spark some interesting discussions amongst us. If you have any thoughts on other trends 
or developments worth exploring, please feel free to engage with us.

Wishing you and your loved ones a blessed end to the year and much success in 2021. 
Keep healthy, stay safe.

Brytest regards,

Edwyn O’Neill 
CEO Bryte Insurance
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REMAINING RESILIENT IN A RAPIDLY 
EVOLVING WORLD
To say this year has presented us all with a unique set of challenges and changes, would be an 
understatement. While change can be unsettling and the rate at which it happens seems to 
accelerate with each passing year, its value is undeniable. Change is a test of our inbuilt agility, 
abilities and durability. It challenges us in ways that may be stressful but at times, incredibly 
fulfilling.

COVID-19 may be a test like no other, but this tide will turn. For now, we must continue to bring our ‘A’ game so we can 
successfully mould the future of our businesses, industry and economy. How? You may ask…

Balance experience, expectation and reality
Maintaining consistent, high service standards – especially through difficult times – is vital to our clients’ and our individual 
successes. Patience, sound advice, the ability to listen and empathetically understand, prompt responses and sometimes just 
a little bit of assurance can be most impactful in sustaining as well as growing relationships.  

What our client is looking for. Understand if there is a disconnect between this want and their business’ actual need.

The client’s state of mind – especially in these turbulent times. It is important to peel the layers to properly distinguish 
requirements and respond in a manner that shows consideration but remains balanced, unambiguous and aligned to  
what they are actually covered for.

What adjustments can be made to provide more seamless access to our collective products and services?

Where there may be a gap in solutions available and how this may be addressed.
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Responsiveness
The insurer and intermediary partnership in creating awareness and managing clients risk, is a complementary one.  
Pre-empting and managing exposures before these become an issue may seem like an impossible quest, but there are 
formulas that can assist in building buffers. While there is no manual for dealing with risks – especially unprecedented  
ones, – it is necessary to contain them as they materialise.

Effective groundwork enables the optimisation of response times. Business resilience and risk management plans must 
contain clearly defined roles for both internal and external stakeholders and test their ability to fulfil these functions. 

Strengthening talent, solidifying outcomes 
Managing risk is multi-faceted. In addition to the prevention measures and covers in place, there are many operational 
adaptations/enhancements that can dramatically reduce exposure. While the goal post seems to keep changing and we are all 
still figuring out what the ‘new way of doing things’ looks like, businesses must:

Collaborate with employees to devise creative and sustainable solutions.

Adequately equip employees so they are well placed to leverage opportunity amidst chaos. 

Fast-track relevant technological adaptations and empower employees through up-to-date information and resources.

HAVE THERE BEEN ANY WORKFORCE CHANGES  
THAT ARE LEAVING GAPS AND IF SO,  

WHAT IS THE ALTERNATIVE?

Remaining Resilient in a Rapidly Evolving World (continued)
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Stress testing 
Since the onset of COVID-19, we have seen so many businesses succumb to the intensifying pressures faced. Those that 
continue to soldier ahead, are having to constantly anticipate changes and factor in many more unknowns. 

So, as part of this planning, it is necessary for clients to:

Stress test scenarios through simulations of likely events.

Adapt response strategies to close any gaps, working not just with internal teams but also reputation, crisis and risk 
management experts, risk engineers and legal. 

Consider the recovery/sustainability of not only their business but also that of their sector.
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This is a crucial part of examining and adjusting operations to maintain agility, relevance and ensure we continue to respond in 
an informed and decisive manner. 
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Mindset shift
Never before have businesses stood a higher risk of stagnating. With access to all sorts of information and expertise at our 
fingertips, the reality is that anyone has the opportunity to achieve much more, with little resources. What the current situation 
demands is a perspective change. Furthermore, as strategic advisors to your clients, it is imperative to create an appreciation for: 
 

More resourceful, out of the box thinking and application. 

A necessary journey of reconditioning where businesses unlearn limiting practices and broaden horizons. 

Risk management, business resilience and sustainability require communication, 
curiosity, commitment and consistency. As risk mitigation specialists, we need to 
ensure that we maintain an emphasis on enhancing processes, effectively identifying 
and using channels, intensifying the focus on relevant solutions and maintaining 
excellence at every stakeholder touchpoint.

Resilience and agility remain critical enablers to business success and if effectively achieved, these can help empower our 
mutual clients so that they too, may achieve sustainability, one business at a time. 

 

Remaining Resilient in a Rapidly Evolving World (continued)
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FIVE FUNDAMENTALS TO REMAIN RELEVANT

Almost overnight, so many normal ways of doing things became either obsolete or much less 
relevant. Amidst continuing uncertainty, the events of this year have forced most businesses to  
step out of their comfort zones and innovate at various levels in order to retain customers and  
sustain operations. Increasingly, our ability to consider risk and opportunities, weigh 
probabilities with practicalities, and creatively visualise the next norm, will determine 
whether we thrive as an organisation or fade into the shadows. 

For clients, expectations from service providers have risen and the value they bring to the table is under greater scrutiny.  
With clients seeking stable ground, the expectation from intermediaries is no different. Undoubtedly, the role of the 
intermediaries is changing but with the right investments, your value will only strengthen. What this means is you participating 
in formulating solutions that reliably factor in the uncertainties of the times and consider the realities beyond COVID-19, is 
imperative. Equally, these must consider the dynamics that are impacting client’s businesses together with requirements that 
may not have been articulated.

Having said that, here are five foundational aspects that must continue to be focused on:
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Five fundamentals to remain relevant (continued)

Collaborator, philosopher and guide  
Now more than ever, businesses are seeking sound advice and wanting to better understand what’s covered and the extent 
of cover. Understanding policies and other, more complex aspects of insurance requires the intermediaries expertise. In 
the commercial space  –  and with specialist covers, in particular  –  intermediaries must be up to speed on all of the latest 
developments to effectively consult and enhance risk readiness.

Bryte firmly believes in approaching risk with purpose and through partnership.  
We therefore strongly recommend that intermediaries work with our risk engineers  
and other specialists to more effectively determine which exposures clients should 
prioritise and what support may be needed.

Data (un)mined
Bryte recommends that their partners maintain records of the advice they provide and the client portfolio planning involved. 
With the value of data becoming increasingly apparent, such records allow for high standards of data collection and 
intelligence gathering. Access to these meaningful insights enables both intermediaries and insurers to design and deliver 
more compelling, responsive products and services. By doing so, we can continue to add value to our clients, ensuring 
solutions are not just client-focused but also address a range of real market needs/exposures.

Your finger on the pulse
Clients rely on intermediaries to communicate updates/changes, timeously, as well as to provide a robust understanding of the 
implications thereof. 

Claim rather than conundrum
During these unusually challenging times, staying rational and maintaining a sense of calm is much easier said than done. 
Emotion often tends to trump practicality. Nonetheless, it is vital for clients to have a clear understanding of policy wording 
and related facts to avoid disappointment at claims stage. The intermediaries role is of great importance in effectively and 
empathetically guiding clients through these processes. Your expertise is required in ensuring clients understand what 
constitutes a claim, what supporting documentation is required, which cover responds to the claim, the periods within which 
to claim, concessions afforded, relief options available, etc. 

A beacon of trust 
Intermediaries sit at the intersect of awareness, education and influence – this makes each of you critical enablers in the 
success of our mutual client’s business and that of our industry. Helping clients effectively evaluate current and emerging 
risks and supporting insurers in tailoring products to meet ever-evolving client expectations will go a long way in nurturing the 
relationship of trust and ensuring the success of the insurance value.
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FITNESS FOR A DIGITALLY-CHARGED FUTURE

Technological developments in the insurance sector are a source of endless opportunity. 
Technology is empowering all those across the insurance value chain and enabling the delivery 
of world class products and services – from swifter client response times to tailored products 
and thus more competitive pricing to more sophisticated fraud protection systems.

These technological advances are most effective when they come together to produce new systems that intelligently 
amalgamate existing social structures with current commercial activities to design a compelling proposition. Insurance 
companies, service managers and intermediaries must however carefully consider how and when to apply technology to 
add value to the client experience. If done incorrectly, we risk commoditising our service delivery or exposing our clients or 
ourselves to increased cyber risks.  

Here are three considerations that can put your business and that of your clients, 
ahead of the pack:
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Winning formula – seamless, convenient access 
The development of smart, automated and autonomous systems will transform service offering, format and delivery from 
physical to virtual channels. This enhances user experiences in the following ways:

Such technology enables 24/7 access, which in turn means convenient accessibility for clients  – an option that is 
increasingly becoming a necessity

Tools such as virtual assistants and chatbots can be invaluable in promptly managing large spikes in call or chat volumes

User interfaces and service channels are evolving towards smoother, intelligent and bespoke interactions and services 

Data more valuable than diamonds… 
The value that may be extracted from data has exponentially increased, thanks to smart technology. The insights from big 
data and micro data is more valuable than ever before as these continue to inform product, service and partnership decisions, 
improve risk pricing, exposure identification and management, etc. 

Your role in the collation of accurate data is vital in ensuring insurers gain better insights into the behaviours and preferences 
of targeted user groups as well as any emerging trends. Done right, this intelligence allows intermediaries , insurers and clients  
to gain a competitive advantage. 

Modernisation, mandatory
Legacy systems can be limiting while modern systems have a range of capabilities that can accelerate process  
enhancements, simplify ways of working, reduce costs, optimise collaboration and help position businesses ahead of their 
peers. Such modernisations are no longer a nice to have, they are mandatory for businesses that are invested in bringing their 
best to the table. 

As a future-forward business, we began our mammoth transition to the leading-edge  
TIA system in 2017, having integrated our claims environment onto the new platform, we  
are delighted to have commenced with the commercial product rollout earlier this month.  
We are excited about the prospects that may be realised from such a transformation, 
through your support and inputs.  

Undeniably, technological developments are opening up new service solution areas, changing the face and future of insurance 
is exciting ways, and providing opportunities to better manoeuvre the challenges presented by this pandemic. Now, it is a 
matter of not just leveraging technology but also maximising – and perhaps even rethinking – the benefit it can deliver. 

Fitness for a digitally-charged future (continued)
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METAMORPHOSIS TO THE “NEXT NORMAL”
Businesses that have sustained since the onset of COVID, have done so by swiftly and commendably 
adapting to a new normal, which within itself has exhibited many dimensions over the past eight 
months. True to human nature, we have all been asking a range of questions to determine what the 
next normal will entail, considering both scenarios and appropriate responses.

Rather than being bogged down by the uncertainties, our industry must actively look at ways in which to find and capitalise on 
the opportunities that will accompany this next normal.

SOME “NEXT NORMAL” TRENDS WORTH NOTING

More of the same…
Safety first
The value of social distancing, hand and respiratory hygiene and wearing a mask are all very apparent. While the easing of 
restrictions has seen many people return to work, for many, this has been on a rotational basis for the safety of all parties 
concerned while also ensuring business continuity. In 2021, we will certainly see more of the same. 

Cyber threats
That said, remote working continues to put businesses at an elevated level of risk for cyber-security breaches. Robust cyber-
attack preventation and identification measures must be in place to safeguard businesses. Equally, there cannot be any 
complacency on the part of employees who are working remotely.

Video conferencing services on the up and up 
Unsurprisingly, user volumes across video conferencing services such as Zoom and MS Teams has skyrocketed since the onset 
of COVID. When movement was severely restricted, this was the go-to option – one that came close to replicating physical 
environment collaborations. 

Now, despite significant relaxations in lockdown restrictions, more people are opting to continue with virtual meetings as much 
as is feasible. This trend will continue into 2021. Likewise, we can expect to see more physical events taking place but this is 
unlikely to be the norm with virtual platforms continuing to be favoured.

This reliance on technologies has further solidified the importance in having adequate digital capabilities to meet the demands 
of the new normal and our next normal. 
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Metamorphosis to the “Next Normal” (continued)

The acceleration to digital transformation is inevitable 
It has also become much more compelling for the insurance industry players to fast-track digital transformation to keep pace 
with changing client needs and respond using platforms most convenient for our client’s business. Functions such as risk 
mapping, quoting, initiating and processing claims, risk management, education around emerging trends, etc. all need to 
be facilitated using digital platforms that are accessible to clients and user friendly. Getting this right will contribute towards 
improving the client experience and strengthening our relationships with policyholders.

The intermediary’s role expands
An informed mind and a safe pair of hands 
The upside of this pandemic has been a growing and positive shift towards risk recognition and mitigation. Clients are placing 
greater value on the specialist knowledge and expertise of intermediaries, looking at you to be their safe pair of hands. This 
is the ideal opportunity to reaffirm your relevance and to encourage behaviours that enhance our mutual clients’ business 
resilience.

Now is the time for bold action 
Our industry is at the cusp of its own metamorphosis, which has been accelerated by COVID. We all have vital roles to play in 
carving opportunities that allow each player to innovate, grow and mature in the context of a new way of thinking and devising 
solutions. 

Now is the time to put our heads together, more comprehensibly understand the direction in which various sectors are moving 
(and subsequently our clients’ business) and actively shape what we would like the future of insurance to be. It is time to pull 
rabbits out of your hats and test concepts that may have earlier seemed too farfetched. You have the opportunity to truly 
become leaders in the industry by taking advantage of key capabilities that can set you apart from your peers. 

Staying ahead of times 
The evolution of our industry demands players who are aware of the most advanced technologies, processes and practices. 
Players who are able to accelerate the development of innovative products that bolster the insurance value chain’s relevance. 
Players who are progressive and consider new ways of conducting business. As we transition to a different model of working, 
where there is less face - to - face interaction, the responsibility to ensure the level of engagement remains unchanged and 
that turnaround times and servicing levels are not compromised, is critical. 

Client consciousness 
Disclosure! Disclosure! Disclosure!

Accurate and complete disclosure is imperative to ensure the risk is being underwritten correctly and that cover aligns to  
the client’s needs. Policyholders could face the risk of having claims rejected if they do not effectively comply with the 
conditions of cover. 

No substitute
There can be no substitute for putting measures in place to prevent risk. Proper identification, prevention and mitigation 
measures and general awareness of risk trends, continues to be of prime importance. 

Comprehending cover 
Policyholders must be more vocal and curious about the risk cover they are opting into or maintain. Where risk information or 
covers aren’t well understood, intermediaries must encourage policyholders to engage you for clarity and assurance that their 
business remains adequately protected. 

Overall, policyholders, intermediaries, risk specialists/insurers must continue to maintain open and 
productive channels of communication to ensure a clear understanding of risk and consensus around 
how this may be managed. What’s also important is ensuring that covers are well understood and meet 
the needs of the business. Only then can we ensure there are no unpleasant surprises at claims stage.
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ACHIEVING RESULTS, EVEN IN THE FACE OF 
ADVERSITY
Risk and challenges are natural occurrences in any business, presenting both anticipated and 
unexpected stumbling blocks. But, how we deal with these determines whether we stagnate or 
prosper, and to what extent. At Bryte, we remain committed to the latter.

Determined to succeed 
So, while COVID-19 may have blindsided every human being, it has only strengthened our collective resolves. As a business, 
we have responded through agility, swift adaptations, mindset shifts and innovation in terms of:

How we do things, Where we do them and in some instances, even… Why we do them

We have all realised new benefits that technology affords but equally, have grown to trust and appreciate other 
uses, much more.  

• Almost overnight, we successfully switched to working remotely and despite a six-fold increase in claims volumes, we have 
continued to respond, timeously

• To date, we have paid in excess of 5,225 COVID-19 related claims to the value of almost R200 million

• Recognising early on the impact of this pandemic on businesses, particularly on those within the hospitality sector, we have 
extended more than R62.5 million to customers and communities in need

1 2 3

How 
we do things

Where 
we do them

Why 
we do them
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Achieving results, even in the face of adversity (continued)

Business developments
New partnerships in 2020

PARTNER VALUE FOR CLIENTS

Gilela
Customer access to real-time business risk data extraction and analysis for more effective 
fire risk management

Zigora
Opportunity to monitor geyser health, proactively flag leaks that could cause damage and 
extend the lifespan of geysers

PCBS 
Construction  
Guarantee

Flexible, packaged solutions for the Construction Guarantee and Construction  
Insurances as per project specifications

Sapphire Risk 
Transfer

Aligned to our focus of developing our specialist corporate property portfolio, we recently 
acquired the controlling stake in Sapphire Risk Transfer. Sapphire will be responsible for 
the underwriting and reinsurance of our corporate property portfolio from 1 January 2021

SPECIFIC TO PERSONAL LINES CLIENTS 

SmartLegal Legal services with access to some of the finest lawyers available

Risk Solutions 
International (RSI) 

Repair or replacement cover for unforeseen failure on home fixtures and appliances

Vapsure Access to a complementary suite of customised motor vehicle insurance solutions

Mortgage 
Guarantee 

Product designed to cover the deposit on housing bonds

New offerings
Bryte Life – Launched to provide high quality insurance solutions for underserved South Africans  

• Continues to enjoy impressive growth in the funeral insurance segment

• Two new stores opened at Dobsonville Mall and Alex Mall in September

• Community radio partnerships engaged 

Opportunity through technology
TIA roll-out – We are incredibly proud of the progress we have made in integrating TIA across 
the business and look forward to delivering a range of additional benefits to our stakeholders as 
we progressively migrate to this system. 
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Achieving results, even in the face of adversity (continued)

2021 – A sneak peek

Continue to put people first 
Employees
• We remain invested in nurturing an entrepreneurial culture and exploring ways in which to strengthen our value proposition 

• With the safety and wellbeing of our employees being our top priority, where feasible, virtual engagements will continue 

• Where appropriate, employees will continue to work remotely in 2021

Partners and clients
• We will continue to place service excellence at the forefront ensuring:

- The highest levels of attention

- Access to robust, relevant and tailored risk identification and risk mitigation solutions

- The sharing of compelling insights and foresight 

- More seamless and simplified processes 

• We will look at more ways in which to support the growth of our clients and partners, sustainably 

Extrapolate more meaningful insights from data
Through your support, our investment into collating data more efficiently and leveraging the insights extrapolated, will 
continue. Our ambition is for the data to meaningfully influence business decisions and inform more effective ways to serve 
the dynamic needs of the environment in which our clients operate.

Simplify
We are delighted with the success made in migrating to TIA and hope to have our roll-out complete by the end of 2021.  
We are also excited about the efficiencies and prospects the new system will deliver for our business, your business and 
that of our clients’. 

We look forward to your partnership, support and continued feedback as we navigate 
ongoing change while remaining focused on mutual growth. We wish you every  
success in 2021.  
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While as a global nation, we may have made good progress in responding to this pandemic, it is 
difficult to predict what the future holds. Despite the uncertainty, as a responsible business, we 
are committed to playing our part in the recovery and growth of our economy.

So, in 2021, as part of our refreshed strategy, we will:
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