Borough of Pendle

Insurance Claim Procedure

Introduction

1. The Council hold insurance policies for the following types of claim:

· Motor

· Public Liability

· Employee Liability

· Property

2. Most insurance claims are processed within three service areas.  Operational Services process mainly claims for motor insurance based on accidents involving refuse and other vehicles.  Parks process claims which involve motor accidents and public liability claims caused by injury in play areas and sports grounds.  Legal services coordinate property claims and other service claims such as public liability, employers liability and leased vehicles.  Property claims  are reported to Liberata Property services who provide any further claim information. The above services will also handle claims for employee liability which also involve human resources i.e. they will often hold the necessary details of training, accident forms, personnel details, etc.  Legal Services also have an overall administrative role in maintaining the claims  system.
3. The claims summary is supplied by Zurich every quarter which  shows the  volume of claims.:
4. The administrative systems for handling claims are similar in each service although there are differences in the detailed procedures.  There is overall administration of the claims procedure in Legal Services where claims numbers are allocated to each claim.  Claims information can be assessed through the Zurich website.
Claim Procedure
5. Initial Report of incident can be made by a driver, other staff member or member of the public (or solicitor) verbally or in writing or direct via the Portal.  Written confirmation is requested for initial verbal claims.
6. Council staff report incident details to their supervisor or the service area administration officer (AO).  In Operational Services and Parks an AO maintains the claim records and progresses the claim.
7. Other services report incidents to Legal Services who administer the claim process.  Legal allocate individual claim numbers to all services..
8. A claim form template is available on the Council intranet and this is normally completed within the service area i.e. by the employee or AO.
9. Operational Services and Parks keep electronic and paper files of claim details.  Electronic files are forwarded or copied to Legal Services.
10. Incidents are investigated by the service supervisor and site investigations are made.  Operational Services complete an Investigation Report Form.

11. Claim details are input to the QLAS system and a Council insurance database.  Claims are e-mailed to Zurich by Legal Services or Operational Services (motor claims).
12. Operational Services input motor claims using an agreed range of reference numbers. Other Operational Service claims are referenced by Legal Services and then forwarded to Zurich by Operational Services.
13.  Parks and other services forward claims details to Legal Services.  Legal Services reference the claim and forward to Zurich.
14. Details of the accident, witness statements (Council and third parties) and photographs are included with the claim details.

15. The public are asked to submit two estimates for any repairs included in a claim.

16. The supervisor or administration officer will investigate the claim and obtain details if any are missing from the initial report.  Legal Services (LS) will refer any queries back to the service area for investigation.  
17. Parks will make a site visit in respect of public liability (PL) claims and repair/restoration work is ordered if necessary.

18. Employee Liability (EL) claims are likely to be reported to the relevant Service Manager or Human Resources (HR).  They will normally work together to process the claim.
19. Claim details are sent to Legal Services who allocate a  BOP claim number. 

20. Zurich request any further details from the service area.  Details are normally returned within 5-10 working days.
21. Zurich provide Legal Services  with settlement details. The administration officer normally checks with the Service Manager before agreeing with Zurich.
22. Progress is checked by AO periodically accessing Zurich website.

23. Once settlement agreed or claim dismissed a copy of the settlement letter or repudiation letter is saved to the electronic file.
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