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Whatis a Claims
Management Company?

A Claims Management Company (CMC) is a company
or third party who obtains permission to:

« Represent a policyholder in their claim (a claimant);

« Advise a claimant or potential claimant about their claim
or cause of action;

« Investigate or commission an investigation of the
circumstances, merits or foundation of a claim with a
view to use the results to pursue a claim.

These companies / representatives may take the form of claims
managers, independent loss assessors, contractors, or other
professionals including Chartered Loss Adjusters, and can be
used by anyone to deal with all aspects of their claim, which
may, in some circumstances, make your life easier.

You may seek the services of this type of representative or
company, however some may proactively approach you

when they know your property or business has been recently
damaged, perhaps because of a fire or a flood, or experienced
Business Interruption. They may ask, there and then, to talk to
you about your insurance claim.

A third party can assist you with your claim, but don’t feel the
need to use one if you don’t want to.
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What is the difference
between a loss assessor
and a loss adjuster?

A loss assessor is a representative who is employed (and paid for) by the
claimant to visit them to assess the damage and will liaise with the insurer on the
claimant’s behalf. Fees cannot be claimed back through the claims settlement.

A loss adjuster is usually employed

by the insurance company who

will visit the claimant to assess the
damage and will report this back to
the insurer. All fees are paid for by

the insurer in addition to the claim
settlement. Their role is to ensure that
you receive your full entitlement under
the Policy. As mentioned earlier in this
guide, Chartered Loss Adjusters can
also act independently of an insurer
as a Claims Management Company

/ Representative. The Chartered
Institute of Loss Adjusters require that
their members act in a just and fair
manner, irrespective of whether they
are employed by an insurer or acting
independently.

The Financial Conduct Authority
regulates the insurance industry and
requires that there are fair outcomes
for customers. Your insurance
company may well appoint an expert
such as a loss adjuster to consider your
claim. The loss adjuster is required

to explain all decisions so that the
customer understands the rationale for
the decisions reached.

You are of course entitled, at your own
cost, to obtain the services of an expert
to assist you and this document helps
to explain the role of companies who
do this and are often known as Claims
Management Companies.
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Speak to your insurance Understand fees
company first and charges

Your Insurance
Policy Details
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Regulation Shop around

Changing your mind

Consideration

Settlement options

abi.org.uk
@Britishinsurers

@association-of-british-insurers



http://www.fca.org.uk/register/
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Contractors

Free complaint service
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https://www.gov.uk/complain-about-claims-company
https://www.gov.uk/complain-about-claims-company

Some helpful links for
further information

Financial Conduct Authority - Claims Management Companies
https://www.fca.org.uk/firms/claims-management

Financial Services Register
www.fca.org.uk/register/

Financial Ombudsman Service
www.financial-ombudsman.org.uk/

Chartered Institute of Loss Adjusters
www.cila.co.uk

Chartered Institute of Loss Adjusters Guide to Professional Conduct
https://www.cila.co.uk/cila/about-cila/guide-to-professional-conduct

Chartered Institute of Loss Adjusters Advice to Policyholders
https://www.cila.co.uk/cila/advice-for-policyholders

Association of British Insurers - Advice on Flooding
www.abi.org.uk/Insurance-and-savings/Topics-and-issues/Flooding

Association of British Insurers - Responding to Floods
https://www.abi.org.uk/globalassets/files/publications/public/flooding/abi-
responding-to-floods-guide.pdf

Association of British Insurers - Best Practice on Offering cash settlements to
customers after a flood
https://www.abi.org.uk/products-and-issues/topics-and-issues/flooding /recovering-
from-a-flood/best-practice-offering-cash-settlements-to-customers-after-a-flood/

Complain about a claims company
www.gov.uk/complain-about-claims-company
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