
Ten Top Tips: 
 

How to Manage Your Property Claim:



it's not your insurers job to file your claim for you.

Your insurance company is a commercial entity with
shareholders. Profits are generated from premiums
charged less claims paid. Insurers would rather not pay
claims so understand you are in a negotiation, there is no
magic formula. Insurers will generally see a ‘fair
settlement’ as what you are willing to accept making
everything negotiable.

Prepare yourself.

Mindset here is all important. An insurance claim may
have been a result of a genuine accident, an act of god,
mechanical or electrical failure, operator error, there may
have been personal injury which will compound your
stress, but whatever the cause you didn’t ask for
property damage and you could well be in a state of
shock. However an emotional state of mind is not going
to help you prepare and engage professionally with your
insurer. Stay calm and prepare to enter the game.



Know your objective.
It sounds obvious but what is your objective, what do you want to achieve from a validated claim. All
property insurance is paid on the principal of indemnity, that means insurers are committed to put you
back to a pre loss position, but how you achieve this is very much your concern. Will your insurer offer to
repair, or perhaps the damage is deemed beyond repair, and replacement or reinstatement needs to
considered to indemnify you against the loss underwritten, if it ’s a contents claim do you require, item
replacement or the choice to receive the cash value you can use to purchase different items, or
perhaps if you choose to undertake repairs yourself. If you are firstly clear the peril (reason for your
claim) is covered, and secondly there is damage or a loss, then now is the time to register the claim with
your insurer.

Understand the rules of the game..it’s about control

You are in a game, your insurer is not your enemy but my advice is to treat your insurer and their
nominated representatives as your opponent, particularly in the early exchanges. Keep communications,
cordial, polite and formal. Insurers see your potential vulnerability, and will seek to earn your trust from
day one,   and start taking the decision making process away from you and control the claim. If they
control the process, they control the costs and the choices left available to you.
Insurers must show they are treating you fairly and they must explain the options available to you,
significantly when it comes to property repair you can choose who can enter your home or place of
business and undertake the repairs required. Make sure you work within the choices available and act in  
utmost good faith, answer questions asked of you honestly, but don’t make the mistake of talking too
much. Keep a diary and a hard copy file for receipts, invoices and paper correspondence.



Draw up a programme

It ’s important you are prepared and you have visualised how this will play
out. Draw up a list of priorities and put this into a Gantt chart so you think
clearly and make informed choices and decisions. Your immediate
priorities may include safety of family members and work colleagues, staff
welfare, safeguarding your business or home with emergency or temporary
works and consider business continuity or disruption and alternative
accommodation.   If you hold a landlords policy maybe loss of rent and the
recovery thereafter. All of this before you’ve even considered any material
damage losses. (It is a condition of your policy cover that following initial
damage you do everything in your power to mitigate additional cost and
expense) therefore you don’t need permission to undertake essential
emergency repairs.



Assess your claim

It is your claim to make, not insurers to dictate. Therefore
take your time to fully understand your policy cover, the
restrictions and covenants. After all your insurance policy
is a contract that has been agreed between you and your
insurers. Assess your damaged items methodically. If it ’s a
large claim consider external help or support. Assessors
or loss assessors will normally help with the claims
validation and scope for property damage claims if they
can appoint a repair team, which is how they earn their
money. If a claim is deemed complex or large enough
then you have the choice to appoint your own
professional team, perhaps a structural engineer will be
required or a building surveyor. You can reclaim
professional fees against the agreed settlement sum, if
you are positive from the outset. How much is the
deductible or policy excess you must contribute towards
the cost of the claim?

The loss adjuster meeting

Loss adjusters are field representatives commissioned by the
insurer to investigate, validate (or repudiate) and administrate
the financial cost of the claim. Generally they are friendly
affable types, who will show genuine concern for your
predicament. A time honoured technique of the the loss
adjuster is to put your mind at rest, earn your trust to make
the big decisions that will allow your insurer opportunity to
manage and reduce the cost of the claim as fairly or as
reasonably as possible, sometimes unfairly. So remember the
adjuster is the eyes and ears of the insurer. So having
previously assessed your policy, pay special attention that the
policy is in date, the claim doesn’t contravene conditions set,
and pay special attention that the sum insured is sufficient.
You may find yourself contributing the same percentage
towards the repairs you are under insured. Then, the
matching clause. Which is another banana skin meaning
insurers may for example only pay for damaged kitchen units
not the entire kitchen, know whether your damage has been
classified as ‘buildings’ or   ‘contents’, and whether multiple
claims need to be made, with additional policy excesses. Take
charge of your meeting by proposing an agenda, and list your
priorities and keep things business like. Remember to take
minutes and agree to speak or correspond by a given date
with your objective in mind that doesn’t allow the loss adjuster
to forget about you for 3 months now the claim has been
agreed.



Use insurers contractors or your own

This will largely depend on the settlement you negotiate and your objective, I would encourage you to
maintain control of the claim by using your own contractors, or contractors nominated or recommended
to you. Relationship is key and knowing the people coming in and out of your living or working
environment may be vital. Particularly during times of pandemic. The damage valuations will be
created by the loss adjuster unless you’ve instructed someone independently. Loss adjusters are
essentially unskilled surveyors who input data into a software programme which will produce a notional
schedule of costs, that insurers panel of contractors sign must work within. They will then impose this
cost structure on Insurers own approved list of contractors, your own contractor may not know this.
Insurers contractors will normally work for lower margins because they have an established relationship
with insurers and understand insurers processes, conversely insurers are more lenient with their own
approved contractors. If you don’t think the work can be done for the settlement offered you may prefer
to allow insurers to do the work as they will contracted by insurers to complete the work regardless of
how much they lose financially.

Present your claim

The more detail here the better, receipts for damaged or stolen items and photographs will for example
help build a picture of a contents loss. Trace and access, surveyors or engineers reports with video or
photographs. With escape of water claims it’s essential to have a plumbers report showing the leak has
been fixed and the specific reason and cause of the leak. With specialised machinery and equipment
industry expert reports are helpful to give clarity over the extent of the loss.



Concluding the Claim

With larger property damage claims, regardless of how far through the claim you are it ’s important to
remember the door remains open to apply for additional costs, if these costs are related and material
to the claim. This is not the case for cash settlements where the agreement becomes full and final
settlement. For water damage claims for example if you cash settle only to find rotten joists post
settlement,  the additional cost of this additional reinstatement will be your transferred liability. 
You can also apply for a draw down or part payment of funds, if funds are required to help cash flow
repairs or fund vital household or business expenses. Contractors can also apply for a stage payment
from insurers if they are working under a letter of authority to be paid directly by insurers providing
they are claiming only for work that has been valued and completed. Unless works are satisfactorily
completed money remains client money and remains the ownership of the client. If you are unhappy
with your claim settlement offer you can complain, this would normally begin with a complaint in writing
to insurers, if that fails to bring a satisfactory outcome you can complain to the financial ombudsman
service, and then ultimately you can take civil action. These are all last resort measures and providing
you understand the insurance claims process and the rules of the game you should with luck avoid a
potentially lengthy and bureaucratic complaints process and achieve a satisfactory and fair outcome.



Create a gantt chart draw up a list of priorities

Know your policy - engage with an assessor to help
Prepare your Loss adjuster meeting agenda 
Present your claim - the more detail the better
Use your own contractors if you can 
Keep the door open just in case you need to claim for 
additional costs
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Write a list of objectives
Take notes, keep calm and remain in control 

File your claim
Prepare yourself
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