
Smaller non injury claims where fast 
decision making and rapid claims 
settlement are key…

Injury claims demanding advanced 
technical skills, proactivity and close 
customer contact…

For catastrophic losses:  technical 
excellence from our experienced 
claims handlers…

A guide to CAsuAlty ClAims

How we handle Casualty Claims
different kinds of Casualty claims need particular claims handling skills. By focussing the right Aig expert 
on the right kind of claim, we can make faster and more informed decisions for our customers - clients and 
brokers and deliver an outstanding Casualty claims service. 
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Complex Claims

Express Claims

Video Library
learn more from our loss Adjusters

Proactivity in Complex Claims
sarah Collis, Complex Claims team, uK

Accuracy, proactivity & technical expertise
marco Riboli, Complex Claims team, italy

Tailored to customers
sarah scott, major loss team, uK

Decisions with authority
elixabete Albela, major loss team, spain

Designed for speed
soren madsen, Head of express Claims, emeA
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A major loss event can de-rail your 
business, our Major Loss team will 
put you back on track.

EMEA Casualty Claims

Major Loss Team

0516

HERE foR you
The Major Loss Casualty team consists of 28 
EMEA adjusters, so you can count on strong 
and dependable local support, with first-hand 
knowledge of risks, business practices, legal 
and regulatory issues. 

We’re constantly looking to improve our 
customers’ claims experience by providing 
more proactive communication with more 
efficient and decisive support during the claims 
process.

SpEciaLiSEd SuppoRT – MajoR LoSS
Our Claims teams are specialists by line of 
business and claims severity. This ensures 
consistency of claims handling, timely updates 
and transparency about the completeness 
and progress of your claim. You have direct 
access to the specialist assigned to your 
claim, allowing you and our handlers to 
work together in partnership, enhance 
communication, provide clearer guidance and 
reach a faster decision on the outcome of the 
claim.

GLoBaL ScaLE, LocaL KNoWLEdGE
Our Major Loss team are aware of the impact 
a major incident has on our customers and 
we work very much as a partnership with 
the customer, with every handler being 
constantly available in order to support and 
liaise with the client, whether it be to attend 
a claims review meeting, visit the site during 
investigation, participate in settlement talks, or 
to simply provide guidance on any issues that 
arise as a result of an incident. 

TEcHNicaL EXpERTiSE 
Given their technical expertise the Major Loss 
adjusters are empowered to handle both the 
highest value severity and most complex claims 
in most complex claims in EMEA on your behalf. 
Our Major Loss Adjusters have the authority to 
make decisions promptly when required. The 
team is continuously informed of current legal 
developments and have the experience to steer our 
customers confidently through any kind of claim 
handling process.

VIEW MAJOR LOSS - CASE CLOSED  >

American International Group, Inc. (AIG) is a leading global insurance organization serving customers in more than 100 countries and jurisdictions. AIG companies serve commercial, institutional, and individual customers through one of the most extensive worldwide property-casualty networks of any insurer. In addition, AIG companies are leading providers 
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In Europe, the principal insurance provider is AIG Europe Limited which is registered in England: company number 1486260. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB. AIG Europe Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential 
Regulation Authority (FRN number 202628). This information can be checked by visiting the FS Register (www.fsa.gov.uk/register/home.do).



At AIG our customers come first.  
We are committed to delivering a prompt, 
professional and knowledgeable claims 
service whilst being there when our 
customers need us the most.

EMEA Casualty Claims

Complex Loss Team

American International Group, Inc. (AIG) is a leading global insurance organization serving customers in more than 100 countries and jurisdictions. AIG companies serve commercial, institutional, and individual customers through one of the most extensive worldwide property-casualty networks of any insurer. In addition, AIG companies are leading providers 
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CusTomer FoCused 
We place our customers at the very heart of what we do. Where 
scale permits we ensure each customer has a dedicated point 
of contact who will oversee the day to day management of their 
claims as well as having direct access to local claims management 
who will provide senior oversight to the service provided.

CusTomer Care
We give our customers access to complimentary accident 
investigation workshops.  Our expert field investigation team 
provide training on risk mitigation, what to do after an accident 
and how to prevent a re-occurrence.  Through our monthly Key 
Customer Initiatives we listen carefully to our customers about 
our service and we use that feedback to continually improve.

serviCe innovaTion
Our award winning creation of claims centres of excellence 
aligns the skills of our claims adjusters with the right type of claim.  
This means faster decision making and faster claims resolution. 
This innovative claims structure was awarded the Insurance Times 
2014 commercial claims initiative of the year.

TeChnoLogy innovaTion
We continually look for innovation to improve our customer 
claims service. We were one of the first insurers to embrace IPad 
technology in the claims investigation process which allowed 
us to reduce the claims investigation time by up to 50%.  More 
importantly it significantly reduced the administrative burden on 
our customers to collate and provide paper evidence.

gLobaL sCaLe, LoCaL knowLedge
Our global scale provides our clients with access to a breadth of 
solutions and knowledge, but more importantly we understand the 
importance of local expertise, processes and language when it 
comes to handling a complex claim. Our teams are located within 
the EMEA region and liaise directly with our customers guiding 
them through every step of the way.

ProaCTive CLaims managemenT
We pride ourselves on a prompt, fair and consistent claims service 
which we achieve by proactive claims management. From the 
first point of notification we strive to be on the front foot driving 
progression of the claim by working closely with all parties to 
ensure we exceed our customers’ expectations. Working closely 
with our customers enables us to make accurate and informed 
decisions quickly.



Our priority in Express Claims is to make 
the process as quick and as smooth 
as possible. That’s why our speed of 
response is matched by our efficiency.

EMEA Casualty Claims

Express Claims
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First notiCE oF loss
We pride ourselves on quick and efficient customer 
satisfaction by providing our customers with numerous 
ways in which they can report a loss. Depending on 
the type of claim there may be certain services that are 
offered to a customer to complete these claims in the 
quickest and most effective manner - potential services 
include roadside assistance and towing, water loss 
mitigation and car body shop scheduling.

sErviCE to our CustomErs
Our Express claims principles are designed to ensure 
our customers’ expectations and the service we provide 
are met consistently. Using our global network we can 
set best practise procedures by constantly looking to 
improve. During a claim it is common practise to be in 
constant communication with the customer at every point 
throughout the claim. Our aim is to provide excellent 
customer service and we find open and constant 
communication a key to that success.

EFFiCiEnCy
We understand that if our customers are making a 
claim it is because an unfortunate event has happened 
and our goal is to cause as little disruption to them as 
possible. Our claims team are experts when it comes 
to investigating the necessary facts in order to reach 
a decision as soon as possible. We work tirelessly to 
enable our customers to get back up and running as 
quickly as possible.

Continuous training
Our team of claims experts undergo continuous 
technical and skills based training to provide our 
customers the assurance and confidence we can 
guide them through a difficult situation. Utilising our 
global network to set best practise guidelines we will 
constantly look to improve our teams with the ultimate 
end result of delivering exceptional customer service to 
our customers.



EMEA Casualty Claims

US Capabilities
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HERE foR yoU
Exceptional claims service does not happen by accident. 
It takes years of experience and organization-wide 
dedication to build a customer-focused claims network 
committed to service excellence and continual improvement 
to better serve customers. At AIG we have decades of 
experience, commitment and continuous improvements 
creating the capacity and expertise to handle both 
frequency and severity. Today AIG has approximately 
850 US claims professionals handling Casualty, Auto and 
Workers Compensation in 22 Claims Centers across the 
USA, plus a dedicated International Casualty Home Office 
at the New York headquarters. 

SpECializEd SUppoRt – US ClaimS
Doing business in the US is a great opportunity 
for many companies across EMEA. But with the 
introduction to the US market follows the exposure 
to US claims. We can help our insured manage the 
exposure to ensure the business opportunity does not 
become a liability. AIG’s US Claims Professional are 
specialized in all type of claims, from minor property 
damage to complex bodily injury claims, international 
recalls, jury trials, US class actions and excess 
casualty exposures. 

GloBal SCalE, loCal KNoWlEdGE
AIG offers dedicated resources to ensure consistency 
of claim handlings, effective account stewardship and 
winning claims strategies.

Our Claims Professionals are highly experienced and 
furthermore enjoy the support of some of best US 
legal counsel and expert consultants. The breadth of 
the AIG US Claims organization allows claims to be 
managed by drawing on local, first-hand knowledge 
of the individual risk environments in each US state or 
territory.

tECHNiCal EXpERtiSE 
Last year our US Claims Professionals handled more 
than 113,567 Third Party Liability and Auto claims and 
75,000 new Workers’ Compensation claims. The Claims 
Professionals have a substantial experience base from 
the combined years of claims handling, continuously 
enhance their technical expertise through ongoing training 
and leverage the experience of others through formal 
and informal reporting and round-tabling of claims. The 
US Claims Professionals work closely with insured to 
investigate and defend claims as necessary, or to fairly 
resolve claims through an appropriate settlement.

At AIG our customers come first.  
We are committed to delivering a prompt, 
professional and knowledgeable claims 
service whilst being there when our 
customers need us the most.

American International Group, Inc. (AIG) is a leading global insurance organization serving customers in more than 100 countries and jurisdictions. AIG companies serve commercial, institutional, and individual customers through one of the most extensive worldwide property-casualty networks of any insurer. In addition, AIG companies are leading providers 
of life insurance and retirement services in the United States. AIG common stock is listed on the New York Stock Exchange and the Tokyo Stock Exchange. Additional information about AIG can be found at www.aig.com |  YouTube: www.youtube.com/aig  |  Twitter: @AIGemea |  LinkedIn: www.linkedin.com/company/aig  
In Europe, the principal insurance provider is AIG Europe Limited which is registered in England: company number 1486260. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB. AIG Europe Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential 
Regulation Authority (FRN number 202628). This information can be checked by visiting the FS Register (www.fsa.gov.uk/register/home.do).
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EMEA Casualty Claims closed in the last 12 months



 
 

 
 

1 of 1 

Reservation of Rights 

AIG Casualty Claims 

AIG Casualty Claims 

 
 
 
Sometimes, when a new claim is notified, or 
when new evidence emerges on an existing 
claim, the way in which our policy should 
respond, or even whether our policy should 
respond at all, isn’t clear, and we may need 
to investigate further before we can confirm 
our view on policy cover.  
 
While we’re undertaking that investigation, though, the 
original notice or the latest update may have revealed 
some element of evidence or information which raises a 
material possibility that a policy term is triggered or a 
condition has not been complied with, in a way that could 
restrict or limit the response of the policy. When that 
happens, and where the governing law of the jurisdiction 
where any policy dispute would be heard makes it 
important for us to do so, we may communicate to our 
insured, in writing, that we’re reserving the right to rely on 
the policy term or condition in question, if our further 
enquiry reveals that we should.* 
 
Because our philosophy on communicating our policy cover 
position to our customers is one of early transparency and 
certainty, if it is ever necessary to communicate a 
reservation of rights (ROR) in this way, we will ensure we 
explain precisely why it is being raised, with specific 
reference to the relevant evidence and policy clause.  And 
we will only ever use this language where not to do so 
would be seen, in the jurisdiction in question, as our having 
waived the right to rely on that clause in future policy cover 
considerations. 

We know communications about policy cover should be 
treated with sensitivity and so our adjusters will always pre-
empt any written communication by speaking to our 
insured, or the insured’s broker, as a courtesy to explain 
our position and ahead of any written communication being 
sent, so there are no surprises when the written 
communication is received. 
 
And in those cases where we are able to – as soon as we 
are able to, we will remove the reservation whenever and 
wherever it is appropriate to do so. 
 
*Where possible we will always look to adhere to the 
AIRMIC statement of principles on Reservations of Rights – 
which means that where we can we will look to avoid 
communicating an ROR within 90 days of a first notice and 
we will always try, within that timescale, to resolve any 
coverage queries or uncertainties with our insured without 
raising a coverage reservation. 
 
 
 
 
We don’t do it often and we don’t do it as a 
matter of course – but when we do we’ll 
always stick to the principles explained here.

 
 
 

American International Group, Inc. (AIG) is a leading international insurance organisation serving customers in more than 130 countries and jurisdictions.  AIG is the marketing name for the 
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written or provided by subsidiaries or affiliates of American International Group, Inc. and may not be available in every jurisdiction. For additional information, please visit our website at 
www.aig.com.  Registered in England: company number 1486260. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB. AIG Europe Limited is authorised by the 
Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential Regulation Authority. 
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The claimant then stated that another member 
of the public, a Mr W, had slipped on 
compacted ice in the same vicinity a week 
before the accident, and that the insured had 
been asked to take preventative action but this 
had not been carried out.

Mr W stated that he did indeed fall in the 
ginnel a week before the claimant, reported the 
accident to the insured, and was (erroneously) 
told that the ginnel was not a public footpath.  
Mr W then alleged that he visited his brother, 
a Mr A, in order to obtain a plan of the locale 
showing that it was indeed a public footpath. 

After the claimant raised these additional 
allegations, Sarah carried out further 
investigations with Mr W’s brother, Mr A, 
who confirmed that his brother’s statement 
was simply untrue. Crucially, Mr A informed 
Sarah that his brother and the claimant had in 
fact colluded and had downloaded a plan of 
the area from the internet. With the claimant’s 
credibility compromised, we served our own 
supporting evidence with an appropriate offer 
that we would bear our own legal costs if the 
claimant discontinued. 

This offer was accepted by the claimant in  
April 2014. Legal fees incurred were relatively 
modest.

Every day in Casualty Claims across EMEA we deal with a variety of cases, many of which 
are complicated and time-consuming. The circumstances are often unclear and the damages 
and losses sustained significant. Through a dedicated and highly skilled team of Casualty 
Claims adjusters we make sense of the confusion, identify the critical issues and get to work – 
bringing those claims to optimal and fair outcomes for our insureds and for the claimants –  
with minimum fuss and maximum expertise.

Here we recall some of those claims our adjusters have dealt with...   

The claimant, aged 48, 
sustained catastrophic spinal 
injuries in February 2010, 
whilst walking up a stepped 
path (ginnel), which was the 
responsibility of our insured.  

It was alleged that the claimant had slipped 
and fallen because of icy conditions.  The 
claimant was left needing 24 hour professional 
care for life.  Damages and costs exposure, 
on a full liability basis, were estimated at 
US$8.25M.

Sarah conducted a thorough but wholly fair 
investigation into legal liability. Whilst the steps 
and slope of the pathway were indeed steep 
she reached the conclusion that any court was 
unlikely to criticise the insured in relation to the 
matters of gritting, lighting and overall safety.  
Notwithstanding this, a reserve of US$1.5M 
was held to reflect our litigation risk and the 
severe nature of the claimant’s injuries.

“Whilst the result does not detract from our 
sympathy for the claimant, who undoubtedly 
suffered a devastating injury, it does highlight 
the importance of proactive investigation and 
forensic evidence gathering, and in working in 
close partnership with the client.”

Sarah Scott 
Casualty Major Loss Claims Adjuster 

Major Loss -  
Case Closed
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“Having spoken to the insured’s Financial Director about this 
case, I know that if we had adopted different tactics then a full 
limit loss on their claims history might have made it difficult for 
them to get insurance. It has taken about seven years, but it’s 
very gratifying to get the right result and to have really made a 
difference for our client.”

As such, we made the decision to join the 
system designers as a P20 defendant.  
Although the designers were found 40% liable, 
had we not joined them, the defendants would 
have faced a shortfall in recovery. 

James was also able to negotiate a deal with 
our client’s PI insurers, which resulted in the 
latter making a contribution of US$250K 
towards defence costs. This recovery had 
a significant and positive impact on the 
client’s claims experience and the end result 
saw damages of approximately US$8.4M 
awarded, but thanks to James’ attention to 
detail and astute tactics, our insured will 
have no indemnity exposure. Liability for the 
defective work that gave rise to the claim was 
deemed by the Judge to rest with other parties.

The positive result at trial has enabled us to 
release a US$840K net indemnity reserve. We 
have also recovered US$1.4M net in legal 
costs so far - with further recoveries to come. 

This was a long and hard fought case, 
presenting many challenges to both AIG 
and the client. James’ early and pro-active 
investigation meant that all avenues of recovery 
were open to us with no evidential difficulties.

What can only be described 
as a highly complex and 
bitterly contested construction 
related loss involving our 
insured and four other parties 
recently concluded after a two 
week court hearing.   

Our policyholders were mechanical services 
contractors working on a new build apartment 
development in London, when two pipes failed 
causing substantial water damage in August 
2007. 

As the work was subcontracted out, we were 
ultimately able to pass liability down the line to 
the subcontractor at fault.

James Jensen
Casualty Major Loss adjuster 

Major Loss - Case Closed

Charlotte Gydmer
Casualty Major Loss Claims Adjuster 

Machine failure in the production 
line resulted in aluminum cans 
filled with our insured’s beverage 
product becoming corroded and 
once distributed, were found to 
be leaking. 

A recall was required, with costs relating to 
destruction, transport etc being incurred by 
the insured. Proactive work on the part of both 
Charlotte Gydmer and her US based colleague 
Jo Ann Kerwin resulted in coverage being 
clarified and communicated to the client and 

a reserve was posted within 5 working days. 
The insured expressed great appreciation for 
our quick response and support in the matter. 
A successful subrogation action against a 
sub-supplier followed - which will reduce our 
ultimate incurred exposure by more than half.   

“With an efficient interaction 
with internal stakeholders we 
were able to promptly and 
clearly confirm coverage and 
provide the support our client 
asked for.”

Page 2 of 4



It was alleged that defects in the system led to 
unacceptable temperature variations which in 
turn destroyed the meat products. 

The Court of first instance dismissed the case due 
to formal errors in the lawsuit and, consequently, 
the Court did not address the question of liability. 
However an adjuster appointed by the Court 
concluded that approximately half a metric  
ton of meat was effected, valued at nearly  
US$2M. As a result, the claimant filed a new 
lawsuit against AIG. Our attorneys again filed a 
Defense Statement alleging procedural defects. 
We were conscious that if the Court would not 
rule in our favor, our liability exposure would be 
compromised given the circumstances of this loss. 

At this point of time the penalty interests were 
significant. As the liability of the insured was 
adverse, negotiations were complex and 
extremely difficult. However, the insured had 
a strong defense in procedural errors made by 
the claimant’s attorney. 

Negotiations continued for almost two years 
but Elixabete kept defending AIG’s position. 
During the negotiations the ongoing court case 
was postponed three times, however finally  
a highly satisfactory settlement of US$1.3M 
was reached.

Our insured, a refrigeration 
installations company, 
had a contract with the 
claimant for the installation 
and maintenance of a cold 
and dry chamber for meat 
products. 

“Clear liability of the insured 
and limited arguments for a 
hard negotiation. Our legal 
skills, our negotiation timing 
management, our financial risk 
control and our well defined 
claims strategy enabled a 
fair compensation to the third 
party and significant savings 
for AIG avoiding an adverse 
ruling for our insured.”

Elixabete  
Albela Martinez
Casualty Major Loss Claims Adjuster 

Major Loss - Case Closed

Jim Lynch
Casualty Major Loss Claims Adjuster 

The claimant, who was unemployed prior 
to the incident, was a front seat passenger 
in a vehicle, which struck a wall when 
the driver lost control on an icy road. The 
claimant sustained a very significant injury, 
necessitating an operation to remove a disc 
from her back. Although the claimant had not 
worked since the accident, based on medical 
evidence, Jim took the view that the claimant 
could return to work, albeit in a less taxing job.

His damages valuation ranged between 
US$370K - US$540K. 

Two days before the assessment the claimant’s 
lawyers, without warning, presented Jim 
with a schedule of financial losses totalling 
in the region of US$4M – including claims 
for retrospective care, future care, aids, 
appliances and house adaptations.

On the morning of the trial a demand was 
made for US$4.4M – the claimant alleging 
they could not do anything of a physical 
nature. Jim kept his nerve and proceeded to 
the hearing. 

Jim obtained convincing surveillance evidence 
which when put before the court caused the 
claimant’s damages claim to subsequently 
collapse.  As a result matters settled at less 
than US$400K to the benefit of our clients.

The indemnity reserve of US$675K - to take 
account of damages and claimant costs 
has been reduced as a result of this highly 
satisfactory outcome.

“This was an employer’s liability personal injury case, where 
we were ambushed with a claim for US$4M, 3 days prior to 
trial. We refused to concede ground and fought the case at 
trial, much to the delight of the policyholder, given that they 
were very supportive of the injured party in her recovery 
phase and our stance was fully vindicated with an eventual 
settlement of approx US$400K.”

As the ultimate compliment, the claimant 
subsequently informed us that they would 
consider moving their insurance program to 
AIG because they had been so impressed by 
Elixabete’s professional claim handling and 
hard negotiation skills. 

In January 2009, a 
commercial auto loss was 
scheduled for a Hearing 
in the High Court for April 
2014. 
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intellectually impaired, undermining his ability 
to work and limiting his day to day activities.  
Mindful of the clear possibility that that claimant, 
a relatively young man, may have sustained some 
sort of mild brain injury, an indemnity reserve of 
US$825K was posted. 

Whilst it was possible that the claimant could have 
established a breach of duty, Martin had concerns 
in relation to causation. 

Despite various attempts by Martin to engage 
with the claimant and his lawyer for the purposes 
of undertaking an accident reconstruction and 
seeking disclosure of medical records, to establish 
the facts, there were long and frustrating periods 
of inactivity on the claimant’s part - who seemed 
intent on waiting until limitation was almost up 
before issuing proceedings. 

Martin stuck to his strategy of putting pressure on 
the claimant regarding disclosure. He managed 
to obtain robust medico-legal evidence from a 
neurologist and a psychiatrist, and persevered 
with getting the salient hospital records, which 
had previously proved elusive. 

This was supplemented with some periodic 
surveillance. By the spring of 2014, Martin had 
sufficient evidence to cast real doubt over the 
claimant’s credibility, and, notwithstanding our 
concerns in relation to breach of duty, a drop 
hands offer was made. After some posturing 
from the claimant and his lawyers, a Notice of 
Discontinuance was filed in April 2014. As part of 
the agreement both the claimant’s and defendant’s 
side agreed to pay their own legal costs. Given 
that no damages were paid a reserve of US$820K 
was removed from the client’s claims experience.

The claimant was employed 
by the insured as a delivery 
driver. In March 2010, he was 
unloading fence panels from 
the back of a van, when they 
allegedly fell, causing him to  
fall and strike his head. 

There were no direct witnesses to the incident, 
and whilst the claimant sought assistance from 
a neighbour of the client to whom he was 
making the delivery, there were doubts about 
the mechanics of the alleged accident and 
indeed the extent of the injury. 

The claimant’s lawyers suggested that their client 
suffered a fractured skull and fluid build up on 
the brain that had left him psychologically and 

“The claimant’s credibility was 
questioned and through our 
collaboration with the client and 
broker in putting the claimant 
to strict proof, we were able to 
achieve a fair outcome whereby 
the claim was dropped.”   

Major Loss - Case Closed

www.aig.com
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Loss Adjustor Filippo Regini, 
recalls recently dealing with a 
case involving a fatal accident 
where our insured  
was primarily liable.

“Initial investigations concluded that it was 
unlikely we would be able to obtain any 
contribution from an additional party involved in 
this matter. I wanted to ensure we had explored 
all possible avenues, and as such I carried 
out additional enquiries, which allowed me 
to present a solid argument to the third party’s 
insurer that they had a litigation risk.  

With the third party’s insurer agreeing to make a 
contribution in excess of US$250K, this significantly 
improved the client’s claims experience.”

Filippo received the following note from the 
insured’s Claims Director: “The handling of 
this case is much appreciated.  It has been a 
remarkable settlement in comparison with the 
exorbitant plaintiff’s demand. Thank you again!” 

“This case is a tangible evidence of how 
bargaining skills and strong ownership 
can make the difference in getting a 
triple win: favourable settlement, happy 
client, fair compensation (good to know 
that in my job one does not exclude the 
other).”  

Martin Dawson
Casualty Major Loss Adjuster 

Filippo Regini
Casualty Major Loss Claims Adjuster 



Casualty Claims

Providing  
Claims Service 
Excellence
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Safe in our hands  
Our award winning Casualty Claims team has unrivalled technical knowledge 
and claims experience across the world – therefore our clients can be assured 
every type of claim is safe in our hands. We continually strive to improve our 
service and add value to our brokers and insureds through the following:

•  Protection from litigation – our specialist adjusters know how to 
best shield our clients from the adversarial, reputational and financial 
impacts of legal liability litigation  

•  Business Continuity – our claims experts work alongside our clients 
and third party claimants, identifying opportunities to mitigate the impact 
of an accident or event and ensuring business activities continue with 
minimum interruption, even while our enquiries continue.

•  Reputation Rescue – We know legal liability claims, and the 
accidents that give rise to them, can threaten business reputations and 
relationships. We work quickly and transparently to deliver clarity of 
process and certainty of outcome, ensuring business relationships are 
restored while product and company reputations remain intact. 

•  Medical support – As well as compensating injured claimants, our 
medical management team can help them get back to health and to work 
– not simply to mitigate the financial outcome of a claim but because 
physical recovery can restore self-esteem and re-build the bond of trust 
between the injured person and our client. 

•  Approved Repairer Network – Our motor claims are handled 
through a high quality repairer network, allowing online tracking of 
repair progression

•  Claims Training Workshops – mitigating our clients’ risks where 
possible, but planning an effective accident response where necessary.

•  Proactive communication – so our clients always feel informed 
about all the key moments in the claim lifecycle.

AIG’s claims operation underpins every AIG 
insurance policy and is one of our greatest 
strengths. We pride ourselves on the skills and 
expertise of our specialist claims adjusters who 
provide a dedicated and innovative approach 
to the delivery of all our claims services.

Paying over  

$1.2 bn

Claims Adjusters specialised by  
Line of Business – giving our clients  
the right expert to deal with their claim

Client Relationship Managers
Direct management of select  

client accounts

Claims Data 
Reports

Our management information 
tool – Intellirisk – provides 

clients with global data and 
claims trend insights.

Anti Fraud
Our specialised team collaborates 

across borders using our award 
winning fraud app to speed up 

the investigation process

Claims segmented by 
value and complexity
By allocating claims into our three different centres of excellence, 
Express, Complex and Major Loss depending on their 
complexity, our clients benefit through the speedy settlement of 
more straightforward claims – whilst gaining the right expertise 
and focus on larger and more technically challenging claims. 

Across Europe,  
Middle East and Africa in  
Casualty Claims in 2014

Local Contacts and 
access to Global 

Expertise 

Multinational 
Claims Handling
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Providing Claims Service Excellence

American International Group, Inc. (AIG) is a leading global insurance organization serving customers in more than 100 countries and jurisdictions. AIG is the marketing name for the worldwide property-casualty, life and retirement, and general insurance 
operations of American International Group, Inc. All products and services are written or provided by subsidiaries or affiliates of American International Group, Inc. Products or services may not be available in all countries, and coverage is subject to actual policy 
language. Non-insurance products and services may be provided by independent third parties. Insurance products may be distributed through affiliated or unaffiliated entities.  In Europe, the principal insurance provider is AIG Europe Limited. 
Additional information about AIG can be found at www.aig.com |  YouTube: www.youtube.com/aig  |  Twitter: @AIGinsurance |  LinkedIn: www.linkedin.com/company/aig. AIG Europe Limited is registered in England: company 
number 1486260. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB. AIG Europe Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential Regulation 
Authority (FRN number 202628). This information can be checked by visiting the FS Register (www.fsa.gov.uk/register/home.do).

www.aig.com

12
15

Safe in our hands
Your Casualty Claims contacts in EMEA:
Andrew Walker
Head of Casualty Claims, EMEA
Tel: +44 (0)20 7651 6079 
Email: andrew.walker@aig.com

Products covered by  
Casualty Claims:

“It actually goes some way to restoring 
our faith in the legal justice system, and the 
use of common sense. We would also like 
to thank AIG in having faith in ourselves, 
Thanks again.” 

Insured’s Company Director

From our Casualty Claims Case Files 

How we leave no  
stone unturned in  
pursuing the full  
truth behind  
a claim 

One of the claims we received was on 
behalf of Mr A, an employee of our 
insured, alleging that he had received a 
blow to his head when a piece of debris 
fell from a defective crane.

Our major loss adjuster, Nick Denham, immediately 
contacted the insured who was surprised to hear a 
compensation claim was being pursued. For whilst the 
employers were aware that Mr A had recently undergone 
major surgery, the alleged accident came as news to them.

Background checks organised by Nick revealed Mr A was 
known to the police. Meanwhile through checking with 
colleagues who Mr A claimed would support his version 
of events, Nick obtained statements from all confirming the 
accident had never occurred.

Through detailed analysis of documentation, Nick was also 
able to prove there was nothing wrong with the crane at the 
time of the alleged incident. As a result of all of the evidence 
gained by his investigation work, Nick denied legal liability 
on the grounds that no accident had occurred as alleged 
and the matter was withdrawn.

Major Loss Claims
Birgit Vosper
Vice President,  
Casualty Major Loss Claims
Tel:+44 (0)20 7651 6046 
Email: birgit.vosper@aig.com

France

Katell Pouliquen
Vice President, 
Casualty Major Loss Claims
Tel: 33 1 49 02 42 26
Email katell.pouliquen@aig.com

Major Loss Claims
John Higgins
Vice President,  
Casualty Major Loss Claims 
Tel: +44 (0)207 651 6073
Email: john.higgins@aig.com

Your Contacts in the UK and Ireland:

Complex Claims 
Simon Gallimore
Senior Manager,  
Complex Casualty Claims
Tel: +44 (0) 161 952 8489 
Email: simon.gallimore@aig.com

Complex Claims 
Nicola Dodd
Senior Manager,  
Complex Casualty Claims
Tel: +44 (0)20 7651 6025 
Email: nicola.dodd@aig.com

France

Sarah Lamy
Senior Manager,  
Complex Casualty Claims
Tel: +33 1 49 02 46 87
Email: sarah.lamy@aig.com

Employers Liability

General Liability

Excess Casualty

Product Liability

Product Recall

Commercial  
Claims Auto

Workers 
Compensation

Malicious Product 
Tampering

Accidental 
Contamination

Healthcare 
Professional



EMEA Casualty claims network
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AIG Casualty Claims

Austria Major Loss Claims Matthias.karaus@aig.com 
 Complex Claims Martin.Gehlen@aig.com (Auto) 
  Silke.Winkler@aig.com (Non Auto)

Belgium Major Loss Claims Joris.Geeroms@aig.com 
 Complex Claims Anja.Baeyens@aig.com

Bulgaria  Lyubomir.Penev@aig.com 

Cyprus  Maria.Stylianou@aig.com

Czech Republic  Zdenek.Tucek@aig.com

Denmark Major Loss Claims Ane.Holland@aig.com 
 Complex Claims Gitte.Sondergaard@aig.com

Egypt  Amr.el-morshedy@aig.com

Finland Major Loss Claims Charlotte.Gydmer@aig.com 
 Complex Claims Gitte.Sondergaard@aig.com

France Major Loss Claims Michel.Allenic@aig.com 
 Complex Claims Sarah.Lamy@aig.com

Germany Major Loss Claims Oliver.Werner@aig.com 
 Complex Claims Martin.Gehlen@aig.com (Auto) 
  Silke.Winkler@aig.com (Non Auto)

Greece  Costas.Carahalios@aig.com

Hungary  Norbert.Fejes@aig.com

India  Parvathi.Singh.tata-aig

Ireland Major Loss Claim Jim.Lynch@aig.com 
 Complex Claims Kevin.O’Connor@aig.com

Italy Major Loss Claims Filippo.Regini@aig.com 
 Complex Claims Roberto.Karrer@aig.com

Israel  Nili.Barcha@aig.com

Kazakhstan  Almas.Bektassov@aig.com

Kenya  Len.Amolo@aig.com 

Malta  J.Naudi@montaldoinsurance.com

Middle East (UAE, Bahrain,  
Saudi Arabia, Oman, Kuwait, 
Lebanon & Qatar) Hassan.Elhusseini@aig.com

Netherlands  Major Loss Claims Ronald.Nieuwenstein@aig.com 
 Complex Claims Anja.Baeyens@aig.com

Norway Major Loss Claims Charlotte.Gydmer@aig.com 
 Complex Claims Gitte.Sondergaard@aig.com

Pakistan  Mohammed.Arif@aig.com

Poland  Wiktor.Zasadzinski@aig.com

Portugal Major Loss Claims Elixabete.Albela@aig.com 
 Complex Claims Cesar.Garcia@aig.com

Russia  Vladimir.Matveev@aig.com

Slovakia  Tomas.Baran@aig.com

South Africa  Andy.Pearce@aig.com

Spain  Major Loss Claims Elixabete.Albela@aig.com 
 Complex Claims Cesar.Garcia@aig.com

Sweden Major Loss Claims Charlotte.Gydmer@aig.com 
 Complex Claims Gitte.Sondergaard@aig.com

Switzerland Major Loss Claims Matthias.karaus@aig.com 
 Complex Claims Martin.Gehlen@aig.com (Auto) 
  Silke.Winkler@aig.com (Non Auto)

Turkey  Sema.Bulutlu@aig.com

Uganda  Allan.Mugwanya@aig.com

UK Major Loss Claims John.Higgins@aig.com 
 Complex Claims Simon.Gallimore@aig.com

Ukraine  Irina.Kimachinskaya@aig.com

Our network of experts
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