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Advice on Making an Insurance Claim 

 
 
 

 
1. First check your insurance policy to make sure you are covered for veterinary fees for the condition 

being treated.  Check your excess (usually in the region of £145) to make sure it is worth putting in 
a claim. When claiming your excess should be paid direct to us at the start of the claim. Please 
note that all insurance company policies are different.  It is very important that you read the small 
print and make us aware in the office of any exclusions that could apply.  Some insurance 
companies will not pay for hospitalization and transport and others will only pay a proportion of the 
visit fee if other (non-insurance) work was done on the same visit.  We do our very best in the 
office but as we are not the policy holder and as all policies differ we need as much information as 
possible.  

 
2. If you have decided to make a claim, ring your insurance company as soon as possible to let them 

know you intend to claim and to check that you should be covered for the condition being treated.  
It is worth getting the name of the person you spoke to and noting the time and date you rang. 
Some companies will only let you claim providing you inform then within the first month of the 
problem. 

 
3. PLEASE PAY YOUR INSURANCE EXCESS TO THE PRACTICE AS SOON AS POSSIBLE.  

MOST INSURANCE COMPANIES WILL PAY THE PRACTICE DIRECTLY IF YOU ASK THEM 
TO, ALTERNATIVELY YOU MAY SETTLE THE OUTSTANDING BALANCE YOURSELF TO US, 
AND BE REIMBURSED DIRECTLY FROM YOUR INSURERS. PLEASE NOTE THAT ANY 
TREATMENT WHICH IS NOT BEING CLAIMED FOR (SUCH AS VACCINATIONS) SHOULD BE 
PAID TO THE PRACTICE AT THE TIME OF TREATMENT. 

 
4. Please check with your insurers once the claim has been accepted what date they are using as the 

start of the claim. This may vary from the date we first saw the horse.  Insurers will normally pay for 
treatment up to 12 months from the start date.  Any confusion over the start date could result in 
non-payment for treatment done at the end of the claim.  

 
5. The practice charges an administration fee of £12 (which is non-claimable) for handling the claim.  

This covers the vets’ time completing the form, and also for our insurance coordinator’s time 
overseeing the claim and forwarding all necessary paperwork. We ask that the administration fee is 
paid at the beginning of the claim along with the excess. 

 
6. The insurance company will send you a claim form.  Fill this in as soon as possible (Do not wait 

until the treatment is finished) then send / give it to the vet to fill in their section.  Don’t forget to 
sign the declaration.  If you wish to claim for alternative treatment (such as physiotherapy or 
hospitalization fees), get the invoices for this treatment as soon as possible and give them to the 
vet.  Please note that some insurance companies may not pay for alternative treatment, or may 
only cover a percentage of the charges. For ongoing cases your insurers may require a 
continuation claim form to be forwarded with each invoice.  Please contact your insurers to see if 
this is the case and if so, send us some signed continuation claim forms so we can continue to 
forward invoices on your behalf. 

 
 



7. The vet will complete your insurance form and send it on to your insurance company with the 
appropriate invoices and a clinical history.  Please note that vets are busy people and this 
could take a few days or even a week or two at busy times.  We will send a copy of the 
completed form back to you in case you need to refer to it in future. 

 
8. After submission of the claim form, you will receive further invoices from the practice that the 

computer produces at the end of each month.  These invoices are for your reference, as we 
will also have forwarded a copy to your insurers.  The invoice will normally be accompanied 
by a letter showing you what is owed by your insurers and what (if any) is due directly from 
you. If you have any ongoing invoices for alternative treatment please forward them directly to 
your insurers or send them to us so we can forward them on your behalf. 

 
9. For treatment over a long period of time, your insurance company may require an update 

report.  If your insurance company requests an update from the vet, please let us know as 
soon as possible. 

 
10. FSA regulations mean that we are unable to negotiate with insurance companies on your 

behalf so we request that you deal with any queries promptly and contact your insurance 
company regularly for updates if they are taking a long time to deal with your claim.  If the 
insurance company is slow to pay or refuses to pay for some reason, you are still responsible 
for payment of the fees for treatment.  If your insurance company suggests there may be a 
problem, please contact the practice immediately to let us know.  If we have not received full 
payment from the insurance company within 6 months of the start of treatment, we apply a 
surcharge of 10% of the outstanding balance to your account.  This surcharge will not be paid 
by the insurance so it is in your interests to ensure that the payment gets to us within the 6 
month limit. 

 
11. If your horse requires a general anaesthetic or referral to a specialist centre, you must first 

obtain approval for this from your insurance company.  Failure to do this could invalidate your 
claim.  Keep a note of when you rang them and who you spoke to.     

 
12. Please note that after you have claimed, your insurance company may apply an exclusion for 

the condition being treated.  This means that you will not be able to claim again for the same 
condition (at least for a year or two).  Your policy probably states that you must inform your 
insurance company if your horse is ill or injured even if you do not make a claim.  An 
exclusion may be included even if you do not claim. 

 
 
Important Information if you are Claiming for Sarcoid Treatment: 
 
Please be aware that if you are intending to claim for sarcoid treatment on your insurance policy, the 
claim will be dated from the time when the vet first noted the sarcoid in your horse’s clinical history  i.e. 
12 months from this date will be the time frame that you have to claim any treatment costs.  Some 
sarcoids may need more than one course of treatment, which must be spaced several months apart. 
This means that any follow up treatment exceeding the 12 months will not be covered by your claim. 
As all insurance policies are different, you must check your own policy.  If you are insured with E&L or 
any of their associated companies, the claim paperwork must be with them within 90 days of the 
condition first being noted, whether or not the treatment has been started.  

 
 
If you have any queries, contact your insurance company or ring Emily in our practice office on 01254 
888600. 

 


