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Health Claims Bureau’s Technical Services

Health Claims Bureau recognises the challenges facing Income Protection 
Insurers and offers a number of Technical Services. The Bureau has an 
experienced team of experts who can offer a range of services to assist 
the management of Income Protection and Critical Illness Claims.

Temporary Claims Assessors
There is a continuing shortage of experienced claim assessors and the 
unexpected or unplanned absence of an assessor on sick leave or 
maternity leave can create a significant problem for claims managers. 
There are also occasions when it is necessary for experienced 
assessors to undertake development projects away from the claims 
department. 

Recruiting and training a replacement is not practical in the short term, 
particularly when the absent assessor is expected to return and their job 
is being held open. Due to the general shortage of assessors recruiting 
an experienced person to cover the period of absence is also unlikely to 
be successful. 

Health Claims Bureau has a number of experienced assessors to cover 
temporary absences. Our assessors have considerable experience in 
managing both individual and group Income Protection and Critical Illness 
claims. They are used to adapting to different computer and workflow 
systems and will quickly adapt to an offices own claim philosophy and 
practices. Our Temporary Assessors will help to keep work up to date 
and ensure that claim management standards are maintained during 
periods of temporary absence at a fixed cost.

Clearly it is important to start planning to cover absences at the earliest 
opportunity. Insurers that are faced with a potential absence of an 
assessor should contact us at the earliest opportunity.

Training
The Bureau is able to provide Income Protection Claims training for new 
assessors and to help develop the skills of an insurer’s team of 
assessors. We have a training programme for new assessors, supported 
by our own manual, which will ensure that trainees have a 
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The substantial database being amassed within the 
HCB Group gives us a peek at some interesting 
statistics which we like to share with our readers.

Across the group we have been gathering regular data 
and from time to time, we like to stop and compare the 
work we do now, with the work we have done in years 
gone by.

There is much talk in the market of the shifting cause 
of incapacity from traditional musculo-skeletal claims, 
to the more recent trend of subjective / mental illness 
claims. This trend is borne out by our statistics, both 
from visiting and investigation operations, as the 
graph below demonstrates.

We compared data gathered in 2006 against that of 
1996, and there is a shift across the group, with 
numbers of visits and investigations on subjective 
claim causes increasing, and a consistent decrease in 
musculo-skeletal cases.

Claims Shift - Objective or Subjective?
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full understanding of the product, the legal implications and the tools and techniques 
available to assess the medical and financial aspects of claims. The Bureau is also able to 
provide tailored training programmes to help develop the skills and knowledge of 
assessors.

Claim Process and Auditing Services
The Bureau’s team of assessors are available to audit a book of claims and report how 
effectively the claims philosophy and process is being followed or to audit the claims 
philosophy and process and make recommendations for improvement where 
appropriate.

Insurers with a mature book of Income Protection claims are likely to have a significant 
number of claims where they believe that there is no possibility of the claimant returning 
to work in any capacity and the claim will continue to policy termination or death. This 
group of claims does not need rigorous management and it is worthwhile considering 
establishing a Long-Term Block of claims that can be managed by a less experienced 
person following a clearly defined process designed to ensure that the claimant remains 
alive and that there have not been any significant changes. This practice can help to 
control claim management costs and enables the more experienced assessors to 
concentrate on the claims where they can make a difference. The Bureau can help you to 
design the protocols for admitting a claim to a Long-Term Block and for managing those 
claims effectively, quickly and at a fixed cost. The Bureau is also able to provide auditing 
services to ensure that the protocols are being followed correctly.

Waiver of Premium and Low Value Income Protection Claims
Every insurer has a block of comparatively low value claims where it is difficult to justify 
authorising significant expenditure to satisfactorily validate and review the claims. The 
Bureau has developed a number of cost effective processes to assist with the validation or 
otherwise these claims. These processes can be tied in with the establishment of a Long-
Term Block of claims.

Annuity Portfolio Reviews
Verifying the continued existence of annuitants can be a problem. Because of the volumes 
involved signed certificates of existence are difficult to manage and verify. The Bureau 
has developed methods of verifying the existence of annuitants which we believe are cost 
effective. If this is an issue for your office we would be pleased to discuss this with you.

Summary
The Bureau has developed services that we believe meet insurers current requirements. 
However, we are keen to continue evolve our services to meet the changing needs of 
insurers and we are always pleased to hear from insurers who would like us to develop a 
service to meet their specific needs. 
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monitored for useful information.  The 
person who instructed �t�h�e� �w�o�r�k� �a�n�d� �t�h�e� 
�i�n�v�e�s�t�i�g�a�t�o�r�s� �a�r�e� �c�u�r�r�e�n�t�l�y� �o�n� �t�r�i�a�l� �f�o�r� 
�c�o�n�s�p�i�r�a�c�y� �t�o� �d�e�f�r�a�u�d�,� �c�a�u�s�e� �c�r�i�m�i�n�a�l� 
�d�a�m�a�g�e�,� �u�n�a�u�t�h�o�r�i�s�e�d�m�o�d�i�f�i�c�a�t�i�o�n� �o�f� 
�c�o�m�p�u�t�e�r� �m�a�t�e�r�i�a�l�,� �i�n�t�e�r�c�e�p�t� 
�c�o�m�m�u�n�i�c�a�t�i�o�n�s� �a�n�d� �p�e�r�v�e�r�t� �t�h�e� �c�o�u�r�s�e� 
�o�f� �j�u�s�t�i�c�e�.� �T�h�e� �L�o�n�d�o�n� �b�a�s�e�d� 
�i�n�v�e�s�t�i�g�a�t�i�o�n� �f�i�r�m� �i�s� �r�u�n� �b�y� �e�x� 
�M�e�t�r�o�p�o�l�i�t�a�n� �P�o�l�i�c�e� �O�f�f�i�c�e�r�s� �a�n�d� �s�e�r�v�i�n�g� 
�o�f�f�i�c�e�r�s� �a�p�p�a�r�e�n�t�l�y� �o�n� �s�i�c�k� �l�e�a�v�e�.

Tip...
�T�o� �a�v�o�i�d� �a�d�v�e�r�s�e� �p�u�b�l�i�c�i�t�y� �e�n�s�u�r�e� �t�h�a�t� 
�y�o�u� �k�n�o�w� �t�h�e� �i�n�v�e�s�t�i�g�a�t�i�o�n� �f�i�r�m�(�s�)� �y�o�u� �u�s�e� 
�a�n�d� �a�l�l� �o�f� �t�h�e� �a�c�t�i�v�i�t�i�e�s� �t�h�e�y� �u�n�d�e�r�t�a�k�e�.
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and the major financial and legal firms the 
investigation firm named as client's on their 
website.

A report published by law firm Grant 
Thornton suggests that the number of 
investigators hired to follow spouses under 
suspicion has tripled in one year.  It is 
estimated that 20% of couples involved in 
divorce cases hired an investigator.  A high 
profile divorce resulted in one party allegedly 
hiring an investigation firm to place a Trojan 
on the other party's computer so that their 
mail could be                 1 Next column...

�P�r�i�v�a�t�e� �I�n�v�e�s�t�i�g�a�t�o�r�s� �h�a�v�e� �f�e�a�t�u�r�e�d� 
�p�r�o�m�i�n�e�n�t�l�y� �i�n� �t�h�e� �P�r�e�s�s� �r�e�c�e�n�t�l�y�.� 
�F�o�l�l�o�w�i�n�g� �t�h�e� �i�n�d�u�s�t�r�y� �d�e�b�a�t�e� �o�n� 
�t�h�e� �u�s�e� �o�f� �t�r�a�c�k�i�n�g� 
�d�e�v�i�c�e�s� �t�o� �a�s�s�i�s�t� �i�n� �t�h�e� 
�i�n�v�e�s�t�i�g�a�t�i�o�n� �o�f� �I�n�c�o�m�e� 
�P�r�o�t�e�c�t�i�o�n� �C�l�a�i�m�s� �t�h�e� �D�a�i�l�y� 
�M�a�i�l� �p�u�b�l�i�s�h�e�d� �a� �s�t�o�r�y� �o�n� 
�5�t�h� �A�p�r�i�l� �c�o�n�c�e�r�n�i�n�g� �a� �f�o�o�t�b�a�l�l� �m�a�n�a�g�e�r�’�s� 
�w�i�f�e� �w�h�o� �i�n�s�t�r�u�c�t�e�d� �a� �f�i�r�m� �o�f� �i�n�v�e�s�t�i�g�a�t�o�r�s� 
�t�o� �p�l�a�c�e� �t�r�a�c�k�i�n�g� �a�n�d� �b�u�g�g�i�n�g� �d�e�v�i�c�e�s� �i�n� 
�h�e�r� �h�u�s�b�a�n�d�’�s� �c�a�r�.� �T�h�e� �a�r�t�i�c�l�e� �n�a�m�e�d� �t�h�e� 
�f�i�r�m� �o�f� �i�n�v�e�s�t�i�g�a�t�o�r�s� �t�h�o�u�g�h�t� �t�o� �h�a�v�e� �f�i�t�t�e�d� 
�t�h�e� �e�q�u�i�p�m�e�n�t� � � � � � � � 1 Next Column....

Did you know?...

s HCB has visited more than 20,500 
claimants since inception in 1993.

s JHI has investigated more than 
5,500 claims in the same period.

s It is estimated that in the 23 years of 
operating, James Harris 
Investigations have saved the IP 
industry somewhere in the region of 
£30 million through identifying and 
proving invalid claims.

s GenRe have been shareholders of 
HCB for 10 years this year!!


