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Defending Insurance 

Claims
Jillian Watt ACII Cert IOSH Chartered Insurance Risk Manager

Mid Corporate Business Resilience Manager, AXA Insurance
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Our Business Resilience Team
#knowyoucan
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Why do we investigate accidents?

Accident Investigation & Claims Defensibility
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The cost of accidents

Insured

Injury

Ill health

Damage

Not Insured

Fines

Prosecution

Overtime / temporary labour

Investigation time

Loss of experience

Excess

Sick pay

Insurance premium

Reputation
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Accident Investigation Process

Emergency 

Response

First aid

Make area safe

Preserve the scene

Gather evidence

Note who/what 

involved & 

witnesses

Capture evidence, 

CCTV photos etc

Internal reporting to 

responsible 

persons

Accident book entry

RIDDOR reporting 

if applicable

Advise Insurers

Determine the 

level of formal 

investigation 

required

Analyse 

information

Action plan and 

implementation
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Ebbinghaus’ Forgetting Curve
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✓ Do an investigation immediately after the accident, take statements, photos, CCTV 

footage etc  

✓ Accident reports should be completed by management and signed by the Injured 

employee

✓ Accident investigations provide a conclusion on the root cause when it is known – less 

is more until you are sure

✓ Keep detailed attendance records of training

✓ Ensure Risk Assessments and Method Statements (or Safe Operating Procedures) are 

signed by employees to say they have been read and understood

✓ The training provided should be job specific and documented. Check your employees 

understanding of the training and record this. Provide regular refresher training.

Defending insurance claims



8

✓ Keep logs up to date for the maintenance and servicing of machinery. There should be a 

clear system in place to report defects

✓ The PPE  provided should be specifically chosen for the task (remember PPE  is a last 

resort).  It must be maintained and adhere to safe standards (check the HS E  website for 

details). Keep a record of PPE  issued to employees and ask them to sign to confirm they 

have received it and that they will wear it in accordance with the risk assessment findings

✓ D emonstrate how you take safety seriously and discipline where appropriate (record this 

too)

✓ Documents , Documents , Documents  ! E vidence!

Defending insurance claims
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• Lack of documented evidence

• Previous versions of documents lost or overtyped

• Incorrect, generic or out-of-date information

• Training records incomplete

• Lack of detail, generic information and poor descriptions

• Risks not properly assessed, and employee signatures not obtained

• Lack of dates/times

• PPE records incomplete

• Disciplinary conversations not recorded and failure to act on the findings

• Documentation not followed in practice

Common pitfalls in claims defensibility
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1. Respond immediately to make the area safe and assist any injured persons

2. Preserve the scene

3. Gather available information - photos, CCTV, drawings, measurements, witness statements, H&S 

records, etc. Use a timeline to get the full story

4. Review the data to identify the immediate, underlying and root causes by keep asking “Why?” – include 

positives as well as negatives

5. Identify any actions required as a result of the investigation findings, and create an action plan

6. Prepare an investigation / defence pack that includes all the supporting information

7. Make any necessary changes (documentary, procedural or physical) and then check that they are 

working as expected

Defending insurance claims - Summary
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Thank you!

Questions?


