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Claim management:

We take full control of the claims that are presented. We use coverage and monitoring
counsel for very specific aspects, and take advice, not instruction from them. We will make
the final decisions, working with the Broker and Policyholder where possible, to ensure that
the claims run smoothly and in line with the QBE customer focused approach.

Connect with defence teams:

We look to engage with defence teams as early as possible to establish a working relationship
and the strategy that will be taken. We have the opportunity to discuss liability, defences,
other similar cases in the jurisdiction, as well as confirming how the policy responds to
certain aspects. This enables both sides to work closer throughout the case to the benefit of
the Policyholder. Ultimately, we should have the same goals in defending the matter at hand.

Close underwriting and claims collaboration:

This factor adds the benefit of a single mind on how the policy is applied and the support
provided by QBE. Knowing and understanding the background and intent of the policy
enables us to act in accordance per the agreement with the policyholder. It also provides
the opportunity for constructive discussion to provide the best solutions to the policyholder.

Coverage:

We always discuss any coverage issues with the broker prior to formalising them.

This includes sending a draft coverage letter to the broker to allow open discussion

before the letter is finalised and sent to the policyholder. We welcome constructive and
open discussions as this allows a full understanding of why we are taking a certain position
and what information or documentation that the policyholder can provide to consider the
matter further.

It is far better for the policyholder to avoid a negative coverage position being taken

when the issue can be resolved by further information being provided. This prevents any
misunderstanding and removes the chance that we may have missed the nuance of the
position that can be clarified by discussing the issue, and understanding any pressure points
the Policyholder may have. In the event that a formal denial is going to be sent, the Broker
will always be called to give them a heads up that the letter is coming out to the Policyholder.
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