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A Guide for Clients Making an Insurance Claim 

 
We strongly encourage clients to insure your animals against unexpected accidents, illnesses, or injuries.  It is the responsibility of 
the client to settle all invoices due within our normal payment terms and to submit a claim to their insurer at the earliest 
opportunity.   
 
The client may use a direct or an in-direct claim to settle their invoices.  As far as possible you must contact us to agree a direct 
claim in advance of the provision of any veterinary work so that we can confirm this with you and arrange prompt notification to 
your insurer.  Your payment terms are determined by your account status.  
 
Account status  
 

Account status Payment terms  
General  Full payment to be made within 14 days of the invoice date 

 
New Client  Full payment to be made at the time of booking or within 24 hours of the invoice date 

  
Pay at the Time  Full payment to be made at the time of booking or within 24 hours of the invoice date 

 
 
If you have a history of overdue payments or you have received debt recovery notices from us, you may be required to pay for 
veterinary products and services in advance. Please contact the practice to discuss your circumstances.  
 
In-direct claims  
Clients are required to settle their invoices in full within the payment’s terms specified on their invoice in accordance with the 
individual account status. Clients then submit an insurance claim directly to their insurance company for reimbursement to 
themselves of the fees, less the policy excess amount. An Insurance Administration Fee will not be charged to clients who have 
settled their invoices in full within their payment terms.  
 
Process  

• Clients are required to contact their insurance company and submit a request for a new claim to be opened.  
• The insurance company will contact the practice to verify the claim, request the clinical details via a claim form and 

invoices.  
• If invoices are not settled within the clients’ specified payments terms the client will be invoiced by the practice for the 

Insurance Administration fee of £39.00. Payment of this fee is also expected within the client’s payment terms; the 
insurance company will not cover this fee.  

• Within one week the practice provides the required information to the insurers via the online portal or email.  
• The insurer will contact the client to confirm acceptance or rejection of the claim. They will also notify the practice. 
• The insurer may contact the practice to request additional information relating to the claim, this will be submitted within 

one week.  
• The insurer will reimburse the policy holder, less any excess or uninsured fees.  
• Or the insurer will reject the claim and make no payment to the client. 

 
Direct Claims  
In some cases, direct claims will be approved by the practice.  A direct claim is when the client does not pay the practice but 
instructs their insurance company to settle our invoices on their behalf. Payment is made directly from the insurance company to 
the practice. The practice may ask for a copy of the client’s certificate of insurance, including details of exclusions and policy limit 
before approving a direct claim. If we approve a direct claim, it is expected that you will promptly and fully respond to all 
communications from the practice and your insurer to ensure timely payment of fees.  
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Process  
• Clients are required to contact their insurance company and submit a request for a new claim to be opened.  
• The insurance company will contact the practice to verify the claim, request the clinical details via a claim form and 

invoices.  
• The client will be invoiced by the practice for the Insurance Administration fee of £39.00. Payment is expected within the 

client’s normal payment terms; the insurance company will not cover this fee.  
• The client is required to pay the ‘excess’ fee as determined by their insurer within 14 days of the claim being opened.  
• Within one week the practice provides the required information to the insurers via the online portal or email.  
• The insurer will contact the client to confirm acceptance or rejection of the claim; they will also notify the practice.  
• The insurer may contact the practice to request additional information relating to the claim, this will be submitted within 

one week.  
• If the claim is approved the insurer will reimburse the practice, less any excess or uninsured fees.  
• Or, the insurer will reject the claim and make no payment to the practice, and the client is responsible for settling the 

outstanding balance within 28 days. 
 
Continuation claims  
For ongoing treatment all further invoices relating to the claim should be submitted to the insurer by the client. Some insurers 
require a new continuation claim form and the clinical notes for every invoice submitted and some insurers only require the 
invoice. It is the client’s responsibility to ensure that all invoices are submitted with the required supporting documentation as 
soon as the invoice is received from the practice.   
 
It is essential that you inform the practice if you intend to submit a continuation claim for treatment carried out later in the policy 
year and do not assume that the practice will action continuation claims.   
 
Policy excess  
All insurers apply an ‘excess’ fee, which varies from policy to policy. This is the fee that is deducted from the amount the insurance 
company will pay out per claim. Sometimes this fee is a one-off set amount and sometimes it is a percentage amount deducted 
from each invoice submitted relating to the claim. It is the client’s responsibility to ensure that all excess amounts deducted from 
payments made to the practice are paid within 14 days of receipt of the first invoice.  
 
Insurance Administration Fee 
The insurance administration fee of £39.00 covers the administration and processing of your claim by practice staff and is charged 
to all clients making direct claims.  This fee is charged once for each separate condition claimed for. We do not charge this fee if 
you are making an in-direct claim and have settled your invoices in full within your payment terms  This fee will not be paid by the 
insurer as it is the fee charged by the practice to process the client’s insurance claim.   
 
Exclusions  
Apart from in the case of an emergency, it is the responsibility of the client to check that there are no exclusions on their policy 
that will impact the acceptance of the claim by their insurer before work is booked.    
 
Uninsured fees  
Any costs not covered by the insurance policy, for example livery costs, administration fees or excluded conditions should be paid 
within the clients normal payment terms.   
 
Rejected claims  
The practice accepts no liability if the claim is rejected by the insurer, in either part or full, and will request that any outstanding 
invoices are settled within 28 days of notification of rejection from the insurance company.  
 
Overdue accounts  
Our overdue accounts procedure will become activated for all outstanding invoices unless confirmation has been received in 
writing that the claim has been processed and accepted by the insurance company.  
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Payments are typically received from insurance companies within four weeks. We will contact you if we have not received payment 
as expected so that you can follow this up with your insurers. Whether insurance cover is in place or not it remains the client’s 
responsibility to pay all outstanding invoices and to keep us informed of any delays or issues with payments being made.  
 
If you have any questions regarding making a claim or your insurance policy in general, please contact us.  
 
Best wishes  
 
The Thornton Wright Equine Team  
 
 
 
 


