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HCB has for some years been undertaking telephopeycfai
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predominantly for the creditor insurance market

may be for only 24 months. Clients have found th|569§§t%%r%@/p5t(% F + *5283
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beneficial, not only assisting in effective claims managemen b7ut0
providing an enhanced level of customer service. Our mvolvement(h

peen in speaking to claimant's who have registered c%e% i”%v §h$tYH§]UDJH 7XUQDUF

insurers or banks but who have not yet comp
relevant claim paperwork.
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From receiving instructions on a Monday m%mng the completed

telephone claims work is e-mailed back to insu

resrs no later than 5.30pm

the following Friday, thus enabling the clain% assessors to have an ]
immediate overview and précis of the circumstan-ges of the claims. Q2
The following two examples illustrate some of p)%tive outcomes achieved [ ]
to date: Q1
[ -
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When HCB initially contacted the farmer by tele%one,d\pSHFWRwXUVH S+,
became emotionally distressed and broke
down. The farmer explained that he had not mjade 6(59'&(
much money for the last few years and as a res|ult
his wife had left him, he felt that his business|and HCBS
life had fallen about his ears. His mood swings

even during the telephone call were such t
Inspector became seriously concerned. As a
spent some considerable time providing reas
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i surancgegv'ﬁéussing and
eliciting his individual circumstanc‘eise,taaihcbfehpslain' |

insurance cover. Unfortunately, the customer o)
said that he could not cope. Concerned with t
HCB, in consultation with the insurer, arranged f
one of our psychiatric health visitors as a mat
shared the concern about the claimant's state of
with the claimant's GP. The GP responded imme

attending the claimant's farm and providing time yS

o

Subsequently the insured was visited by one

claims visitors who was able to discuss in
circumstances, review the treatment being pro
assistance in completing and submitting the re
Both the claimant and Insurer felt this had been
to a potentially serious situatiGadntinued on page 2 =
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d‘fvé?'ikeeR/WFB cgegtﬁ] [cé ﬁ @product that deals
Sétli'?!:ya? g tL] EQH'QH'X to conflrm existence of
@nHLutgntB gn %Ypllém? p@sqLI arl %perlence has proved
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