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As a team, we don’t always get to see our partners at one
event and are grateful for the annual Bryte Broker
Roadshow where we’re able to catch up with existing
partners and meet new ones. In this month’s newsletter we
would like to focus on providing you with valuable insights
for you to consider and pass on to our customers.

We have recently seen a few cases where the customer has
been confused between a letter of investigation and a letter
of appointment. Firstly, this should be on the customers’
letterhead and secondly, they need to fully understand what
they are signing and know the difference between the two
documents. Full disclosure is required by our partners to
ensure we are treating the customer fairly and to avoid any
misconceptions at the time of a broker appointment.
Under our Boutique Stay and Wine, Dine and Leisure
policies we have automatic theft cover under the Material
Damage section however we would like to ensure full
understanding of the cover is translated to our customers.
The theft cover provided will only apply if the customer has
taken out cover for buildings or contents and this is
reflected in the schedule. If they only have buildings noted in
the schedule they cannot claim for theft of contents. It is
important to explain what the customer will be covered for in
the event of a claim.
In all cases it is imperative that you help the customer make
an informed decision to protect both parties. Recently, we
read about a case where the broker didn’t advise the
customer about the specified tracking device requirements
and when the vehicle was stolen the claim was rejected.

The Ombud ordered the broker to pay the customer over
R300,000 and refund the commission received. In another
case a broker placed a vehicle used for business on a
personal policy. When the vehicle was stolen, the claim was
rejected and the broker was ordered by the Ombud to pay
R145,000. It was also noted by the Ombud that the broker
failed to maintain a record of advice including a needs
analysis.

To help you, we have developed a needs analysis form for
each of our products which highlights the pertinent aspects
of the customers’ hospitality business and, it will help you to
establish any changes or additions to their business. You
can access the forms on our website
https://www.brytesa.com/our- products/specialistinsurance/hospitality-insurance/
Hospitality Banking Details
We recently changed our banking details and
communicated with brokers that pay cash or make annual
payments. Should you make payments to us, please ensure
you have the correct bank account details so we can
allocate the premium correctly. Should you need more
information, please contact our accounts area by sending
an email to hospitality.accounts@brytesa.com
Risk Mitigation
Because we pride ourselves on approaching risk with
purpose, we asked our Risk Engineers to provide solutions
to assist both you and the customer to mitigate risk and
keep you informed.

With winter fast approaching, guests will soon be looking to
snuggle up in a warm bed. Hospitality folk know all too well
that a cold room is most likely to be an empty room.
Common practice is to make use of electric blankets.
Defective or damaged electric blankets can and have been
known to cause fires and personal injury.
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Check your electric blankets for any signs of
obvious damage and test them before you deploy
them for use this winter.
Ensure that electrical wiring is intact.
Post notices to remind guests to never leave
electric blankets unattended when switched on and,
to switch these off before going to sleep.
Install smoke alarms throughout your
accommodation areas.
Post an emergency action plan in each room.
Make fire extinguishers available throughout the
establishment and ensure that these are serviced
annually.

Hospitality Assist
Hospitality Assist is a way for customers to speed up a
maintenance claim and only pay a call out fee. We would like
to remind you that the call centre experiences high call
volumes at certain times of the day, however this will never
exceed the approved monthly service level agreement of
85% being answered within 20 seconds.

Call Centre Complaints Process
In the call centre services environment and the insurance
industry in particular, a typical ratio used as a benchmark for
valid complaints varies between a maximum of 3% and 5%.
We are proud to let you know that our 24/7 Hospitality
Assist line’s statistics reflect exceptional service and
attention. The following statistics highlight the valid
complaints ratio for the past 8 months:
% of calls

% of cases

0.34%

0.86%

It is important to address service issues and inappropriate
protocols and we welcome feedback from both you and our
customers. We have successfully addressed all complaints
raised to the satisfaction of all parties involved. Where the
situation required special intervention such as an exception
refund or gift voucher, these have been offered based on the
findings and severity of the complaint. Most importantly we
have also used these instances as an opportunity to perform
coaching, refresher training and adjust protocols. We invite
you to help build our 24/7 assistance line by reporting
service issues or offering suggestions in terms of
improvement. Your feedback is invaluable.
We would appreciate you sharing this information with
customers so they are informed regarding the call centre
and other important topics.
We look forward to sharing some exciting new features
within Hospitality in our April edition.
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