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The big claims shift, objective or subjective?
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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.

�C�l�a�i�m�s� �S�h�i�f�t� �-� �O�b�j�e�c�t�i�v�e� �o�r� �S�u�b�j�e�c�t�i�v�e�?

Objective

Subjective

Visits '96       Visits '06     Invstgns '96   Invstgns '06


