
 i

 
 

AN ASSESSEMENT OF CLAIMS HANDLING 
PRACTICES & PROBLEMS IN ETHIOPIAN 

INSURANCE CORPORATION 
 
 
 

BY 
HOSAENA BUZUNEH 

 
 
 

A SENIOR ESSAY SUBMITTED 
TO THE DEPARTMENT OF MANAGEMENT  

BUSINESS FACULTY 
ST. MARY’S UNIVERSITY COLLEGE 

 
 
 
 

IN PARTIAL FULLFILMENT OF THE REQUIREMENTS 
FOR THE DEGREE OF BACHELOR OF ARTS IN 

MANAGEMENT 
 
 
 

JUNE, 2010 
SMUC 

ADDIS ABABA 
 
 
 
 



 ii

 
 
 

ST. MARY’S UNIVERSITY COLLEGE 
 
 

AN ASSESSEMENT OF CLAIMS HANDLING PRACTICES 
& PROBLEMS IN ETHIOPIAN INSURANCE 

CORPORATION 
 
 

BY  
HOSAENA BUZUNEH 

 
 

FACULTY OF BUSINESS  
DEPARTMENT OF MANAGEMENT 

 
 
APPROVED BY THE COMMITTEE OF EXAMINERS 
 
____________________   ______________________ 
 

Department Head Signature 
 

_____________________   ______________________ 
 

Advisor Signature 
 
_____________________   ______________________ 
 

Internal Examiner Signature 
 
_____________________   ______________________ 
 

External Examiner Signature 
 
 



 iii

 
 
 

ACKNOWLEDGEMENTS 
 
 First of all, I would like to give all the glory & lift up the name of Almighty God for 

the success which was left. He is Great. 

I am greatly indebted to my advisor Ato Yimer Adem for his supervision, invaluable 

suggestion & advice, I thank you sincerely. 

Then, I would like to say Thank you & I love you so much to my father, my mother 

my sisters Wagi & Abyss and My precious family Joy, Nan & Tat. This is for you.    

  Then lastly I am also grateful for all EIC North Eastern Main Branch Staffs & 

Customers . 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 vi

TABLE OF CONTENTS 

Topics 
Title …………………………………………………………..……………………….. 

Approval & Committee……………………………………………………………….. 

Acknowledgement …………………………………………..……………………….. 

List of Tables …………………………………………………………………………. 

Acronyms …………………………………………………………………………….. 

CHAPTER ONE  

I :INTRODUCTION..................................................................................................... 

1.1 Background of the Study .......................................................................................... 

1.1.1 Background of the Organization...................................................................... 

1.2 Statement Of the problem......................................................................................... 

1.3 Research Question.................................................................................................... 

1.4 Objectives of the Study 

General Objective..................................................................................................... 

Specific Objective.................................................................................................... 

1.5 Significance of the Study ........................................................................................ 

1.6  Delimitation of the Study........................................................................................ 

1.7  Definition of Terms or Operational Definition...................................................... 

1.8  Research Design and Methodology....................................................................... 

1.8.1. Research Design............................................................................................ 

1.8.2. Population and Sampling Techniques 

 Population........................................................................................ 

 Defining Sample Unit...................................................................... 

 Determining Sample Size................................................................ 

 Sampling Technique/Procedures of Sampling ................................. 

1.8.3  Types of Data to be Used ............................................................................... 

1.8.4.Methods of Data Collection............................................................................ 

1.8.5 Methods of Data Analysis................................................................................ 

1.9   Limitation of the Study........................................................................................... 

1.10  Organization of the Study……………………………………………………….. 



 vii

 

CHAPTER TWO 

II: REVIEW OF RELATED LITERATURE .......................................................... 

2.1 Introduction.............................................................................................................. 

2.2 Customer Handling................................................................................................... 

2.3 Benefit of Insurance................................................................................................. 

2.4 Principles & Practices of Insurance......................................................................... 

2.5 Motor Insurance Policy............................................................................................ 

2.6 Marine Insurance Policy........................................................................................... 

2.7 Aviation Insurance Policy...................................................................................... 

2.8 Workmen's Compensation Insurance Policy.......................................................... 

2.9 Life Insurance (Assurance) Policy......................................................................... 

2.10 The buyers of Insurance Service…………………………………………………. 

2.11 Insurance Intermediaries………………………………………………………… 

CHAPTER THREE 

III . DATA ANALYSIS, PRESENTATION & INTERPRETATION…………… 

 3.1 Respondents Background Information of the Customers……………..……..…. 

 3.2. Response from Clerical Staffs……………………………………….………….. 

CHAPTER FOUR 

IV . SUMMARY CONCLUSION & RECOMMENDATION ….…………………                  4.1 

Summary…………………………………………………………………………… 

      4.2. Conclusion……………………………………………………..…………………. 

      4.3. Recommendation………………………………………………..………………… 

 

Appendices 

Annex I  Bibliography 

            Annex II Questionnaire for staffs 

Annex III Questionnaire for customers 

Annex IV Interview Questions 

Annex V Acronyms 

Annex VI Declaration 



 viii

 

 

 
 
 



 iv

 
 

List of Tables 

Types of Table 
 

 

Page 

Table 1.  Clients Background Information…………..……. 

Table 2. Customers Relation with the Company………..… 

Table 3. Background Information of Staffs……………….. 

Table 4. Post Risk Assessment Related to the Expertise….. 

Table 5. Post Risk Assessment Related to the Garage…….. 

Table 6. Compliant Handling……………………………… 

27 

29 

31 

33 

35 

37 



 
 
 

DECLARATION 
 
 
I, the undersigned, declare that this senior essay/project is my original work, prepared 

under the guidance of Ato Yimer Adem. All sources of materials used for the manuscript 

have been duly acknowledged. 

 

 

 

 

Name: _____________________________________________ 

Signature: ___________________________________________ 

Date of Submission: __________________________________ 

Place of Submission: SMUC Management Department 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 

ADVISOR’S APPROVAL 
 
 

 

This senior research paper has been submitted to the department of Management in partial 

fulfillment for the requirements of BA degree in Management with my approval as an 

advisor. 

 

 

Name: ______________________________ 

Signature: _____________________________ 



 

 v

 
 
Acronyms 
 
EIC  Ethiopian Insurance Corporation 

OFC Operational Federal Charter 

MIB Motor Insurance Bureau  

U/W Underwriting 

EIBI   Ethiopian Insurance & Banking Institute 



 i

 
 

AN ASSESSEMENT OF CLAIMS HANDLING 
PRACTICES & PROBLEMS IN ETHIOPIAN 

INSURANCE CORPORATION 
 
 
 

BY 
HOSAENA BUZUNEH 

 
 
 

A SENIOR ESSAY SUBMITTED 
TO THE DEPARTMENT OF MANAGEMENT  

BUSINESS FACULTY 
ST. MARY’S UNIVERSITY COLLEGE 

 
 
 
 

IN PARTIAL FULLFILMENT OF THE REQUIREMENTS 
FOR THE DEGREE OF BACHELOR OF ARTS IN 

MANAGEMENT 
 
 
 

JUNE, 2010 
SMUC 

ADDIS ABABA 
 
 
 
 



 ii

 
 
 

ST. MARY’S UNIVERSITY COLLEGE 
 
 

AN ASSESSEMENT OF CLAIMS HANDLING PRACTICES 
& PROBLEMS IN ETHIOPIAN INSURANCE 

CORPORATION 
 
 

BY  
HOSAENA BUZUNEH 

 
 

FACULTY OF BUSINESS  
DEPARTMENT OF MANAGEMENT 

 
 
APPROVED BY THE COMMITTEE OF EXAMINERS 
 
____________________   ______________________ 
 

Department Head Signature 
 

_____________________   ______________________ 
 

Advisor Signature 
 
_____________________   ______________________ 
 

Internal Examiner Signature 
 
_____________________   ______________________ 
 

External Examiner Signature 
 
 



 iii

 
 
 

ACKNOWLEDGEMENTS 
 
 First of all, I would like to give all the glory & lift up the name of Almighty God for 

the success which was left. He is Great. 

I am greatly indebted to my advisor Ato Yimer Adem for his supervision, invaluable 

suggestion & advice, I thank you sincerely. 

Then, I would like to say Thank you & I love you so much to my father, my mother 

my sisters Wagi & Abyss and My precious family Joy, Nan & Tat. This is for you.    

  Then lastly I am also grateful for all EIC North Eastern Main Branch Staffs & 

Customers . 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 



  

 

 
                               BIBLIOGRAPHY 

 
CBE, (1994 &1996) Insurance Policies Birritu Magazine  

Dikson GCA, (1991)." The ancient time of Insurance in Rome" Rome Book House  

Dikson GCA,(2001 and 2006). " The ancient time of Insurance in Rome" Rome Book 

House  

EIBI (1999),Workshop on Insurance Policies   

Fillipo Kotler,(2002). Fundamental Concept of Marketing: New Jersey Published By. 

George E. Redja, (2003). Principles of Risk Management& Insurance 8th edition, New 

Delhi: Published By. 

IBID Magazine of National Bank 1999 

James.S. Trieschamann and Rober E.Hagt (2005). Risk Management & Insurance 12th 

edition Chigago: South Western College Publishing 

Kiby & William,(2001). "Modern Insurance "New Jersey: Prentice Hall 

Mark R. Green (1984). Risk & Insurance 6th edition West Chicago: South Western  

Publishing 

Mowbray Albert , (1996). " Risk and Insurance" India Publishing Center   

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 Interviews for the Heads of the Claims & Underwriting 
 
 
1. Did you agree by the quality of the garage is fit with the vehicles? 

2. How do you evaluate the policies of the EIC in terms of claims handling 

procedure? 

3. When do you evaluate the systems of customer handling in EIC? 

4. Did you agree by the quality of the garage is fit with your vehicles? 

 


