AIG Claims | Personal Accident & Health

CLAIMS FIRST
Confidence through partnership
PERSONAL ACCIDENT
& HEALTH
Experiencing a loss can be a devastating experience. However big or small, our priority is to resolve
your claim as quickly as possible, whilst providing you with the personal and proactive support you
need to get you or your business back on your feet.
Not only will we help you when a claim occurs, but we will also help you mitigate potential claims
in the first place. Through our global claims data, fraud trend analysis and expertise around new
exposures, we help to reduce and manage your risks more effectively.
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In the event of a claim, AIG will confirm coverage under the policy
as quickly as reasonably possible.
1.	When coverage and settlement agreed an immediate settlement
of funds by bank transfer or cheque will be made within 24hrs.
2.	In the event that coverage is confirmed, however further medical
information is required to determine final settlement of the claim,
AIG promises to provide the Policyholder with an interim partial
payment which will be a percentage of the estimated final
settlement of the claim, within 7 days. The AIG claims handler
will base this decision upon reasonably available information.
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Having a close partnership with our clients
is essential and we meet prior to a claim to
discuss hypothetical scenarios and to set
expectations in the event that a claim occurs.
When a claim does occur we always take a
pragmatic approach and ensure we take our
client’s requests and views into account.
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Working in Partnership
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With over 90 years’ experience in dealing with
highly sensitive claims which may represent
reputational risk to our clients - you have the
confidence in our knowledge and resources to
manage these discretely and effectively.
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Giving you Confidence

AIG Claims First | Personal Accident & Health

Technical Expertise
We allocate our claims to a centre of excellence based on complexity.
Access medical experts

60% of our claims are “express”, meaning
they are fairly straight forward claims and
our emphasis is on settling them as quickly as
possible. 40% are more complex in nature and
whilst speed is obviously important we also
make sure you have an experienced complex
adjuster to support you through the process.

Our panel experts have extensive experience
in the Personal Accident and Critical Illness
market with consultants assessing and
suggesting treatment programs to restore them
back to full health and their insured occupation.
First contact will always be by the treating
specialist and customers have access to over
500 consultant medical and surgical specialists
around the UK and Northern Ireland.

Our most experienced adjusters handle our
major losses so you benefit from a wealth of
knowledge and experience.

Responsiveness
Our Claims Adjusters are specialist by line of business giving
our customers the right expert to deal with their claims.
We provide an initial response to claims within 48 hours.
You will have a single point of contact throughout the lifecycle of the claim.

What happens if there is a delay?

Second Opinion

Once an independent medical report is
requested the file is diarised for 2 days at which
point the Claims Adjuster will chase the medical
expert for acknowledgement and agreement
to provide a medical report. If we do not hear
from the medical expert after 2 reminders an
alternative medical expert is sourced.

You or any member of your
immediate family can obtain a
medical second opinion from a
leading international specialist if
diagnosed with a new medical
condition or are injured whilst you
are insured by our Lifeline Plus policy.

Did you know
Every month our claims
staff visit rehabilitation
centres where some of
our claimants are being
treated to provide claims
assistance regarding
their current claim or any
potential claims.

“Just a short note to say how
much we appreciated your hard
work in following through our
application for an insurance
claim. Without your commitment
and determination to resolve the
problem, we would not have the
financial security we have now.
Apart from being able to change
our bathroom to a shower facility,
the remaining money will be
set aside for care. Many thanks
for completing this claim so
successfully”.
Quote from client

Insights & Risk Prevention
We run regular claims surgeries with
a group of specialised adjusters giving their
attention and opinions on one customer’s
claim. The vast experience provides each
live claim with the best outcome and
approach for the assessment of the claim.

We provide Fraud training to
all adjusters, in addition to this over
50% of our adjusters are trained in
cognitive interviewing techniques in
order to help reduce financial and
other risks to our customers.

Immediate access to MyHealthPortal,
a website that places health care resources
at your fingertips and can give you access
to some of the best medical professionals in
the world. Complimentary to all LifeLine Plus
policy holders.

Did you know Our claims adjusters are regularly trained by medical consultants in order to increase their medical knowledge
and ensure a seamless experience for our customers.

£67m+

paid out in UK Personal
Accident and Health
claims in 2017

58,000+

the number of incoming and
outgoing Personal Accident and
Health phone calls in 2017. Incoming
calls answered within 20 seconds.

13,865
new advised UK
Personal Accident and
Health claims in 2017
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In house specialist
Express, Complex
and Major Loss
claims adjusters

American International Group, Inc. (AIG) is a leading global insurance organisation. Founded in 1919, today AIG member companies provide a wide range of property casualty insurance, life insurance,
retirement products, and other financial services to customers in more than 80 countries and jurisdictions. These diverse offerings include products and services that help businesses and individuals protect their
assets, manage risks and provide for retirement security. 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 and www.aig.com/strategyupdate | YouTube: www.youtube.com/aig | Twitter: @AIGinsurance |
LinkedIn: http://www.linkedin.com/company/aig. AIG is the marketing name for the worldwide property-casualty, life and retirement, and general insurance operations of American International Group, Inc.
For additional information, please visit our website at www.aig.com. 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.
American International Group UK Limited is registered in England: company number 10737370. Registered address: The AIG Building, 58 Fenchurch Street, London EC3M 4AB. American International Group UK
Limited is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and Prudential Regulation Authority (FRN number 781109). This information can be checked by visiting
the FS Register (www.fca.org.uk/register).
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To make a claim contact us on 0345 602 9429
or email claimsuk@aig.co.uk

