
Claims Process Checklist
Documentation is critical, here are our top tips: 
Document as you go. Organise the systematic collection of information 
as it becomes available — searching through historic files at the end of the 
claim is harder and important elements may be missed.

Photograph any damage. Collect reports, drawings, photographs as 
appropriate to adequately establish the nature and extent of all loss 
and damage sustained. Fully document (video or “still” photograph) the 
damaged property, plant and equipment.

Conduct a detailed stock take or reconciliation of plant and equipment to 
ascertain damaged assets.

Do not remove any damaged property, plant and equipment until viewed 
in situ by Loss Adjuster , unless necessary (i.e. due to safety, to reduce 
further damage, to recover). If the property, plant and equipment needs to 
be removed place in temporary storage, do not throw out.

Document best and worst case loss and cost estimates as soon as 
feasible so they can be provided to your insurer to assist with your claim. 
Make sure you consider the long-term impacts.

Advice and quotes should be provided in writing. Retain damaged assets 
to assess the extent of the damage (repair or reinstatement) and to obtain 
a quotation for the recommended response. Consider what steps can be 
taken immediately to either stabilise or temporarily repair assets.

Document conversations. Document all conclusions of discussions 
and action points arising from each meeting, leaving no room for 
misunderstandings or incorrect assumptions.

Support all costs with appropriate documentation such as purchase 
orders, work orders, invoices, time sheets, service contacts and material 
requisitions. Justify business continuity decisions (i.e. alternative suppliers 
or relocation of offices) with all relevant documentation. This might include 
emails, meeting minutes etc.

Track time spent on claims. Ensure that all the time spent by employees 
on claim related activity is properly recorded (including details of the 
work carried out), this has particular relevance for overtime, temporary 
employees and casuals.

Record all lost sales opportunities in writing immediately. The ability 
to prove a reduction in turnover may rely on your ability to identify 
sales impact.

We recommend you 
take the following steps
Business interruption — 
introductory tips

  Keep a diary of how, on a daily basis, 
the damage has impacted the ‘normal’ 
operations of the business — note 
whats changed, how you have had to 
do things differently

  Set up cost codes / purchase orders to 
track the repairs, reinstatement, debris 
removal, increased and additional costs

  Make sure you explain why a cost was 
incurred either on the purchase order, 
or on the invoice, how it relates to the 
damage or the impact of the damaged 
assets upon the normal operations of 
the business

  Track lost sales — keep emails, 
take down notes

  Consider whether mitigation steps 
can be taken to reduce the severity 
of the damage

Material or property damage — 
process overview

  Identify the damaged insured assets 

  Make safe — access, electrical, gas, 
water, contamination

  Dry out / strip out / mould treatment

  Assess the damage — Loss Adjuster / 
Loss Adjuster’s experts — engineers, 
hygienists etc.

  Agreement with Loss Adjuster insurer 
on extent of damage / indemnity — 
coverage response

  Agree scope for repair / reinstatement 

  Agree contractor / quote — with 
Loss Adjuster

  Appointment of contractor

  Management of works sign off 

  Claim submission — payment
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Loss Adjuster and their role

Loss Adjusters and other insurer appointed experts act for insurers 
to assist with quantifying the size of the loss and managing the claim.

Seek the loss adjuster’s agreement prior to material costs being 
incurred to mitigate the loss and on key decisions, such as 
reinstatement methods, mitigation expenses, time lines etc. Ensuring 
loss adjusters understand and agree on the circumstances and 
uncertainties can provide greater clarity and may reduce the possibility 
of disagreement as to whether the cover will respond.

As they become apparent, communicate any problems with 
any suppliers, timetables or work schedules to the loss adjuster 
immediately, and include them in the problem solving process.

This document is not intended to be taken as advice regarding any individual 
situation and should not be relied upon as such. The information contained 
herein is based on sources we believe reliable, but we make no representation 
or warranty as to its accuracy. Marsh shall have no obligation to update this 
publication and shall have no liability to you or any other party arising out of 
this publication or any matter contained herein. Any statements concerning 
actuarial, tax, accounting, or legal matters are based solely on our experience 
as insurance risk consultants and are not to be relied upon as actuarial, 
accounting, tax, or legal advice, for which you should consult your own 
professional advisors. Any modeling, analytics, or projections are subject to 
inherent uncertainty, and the Marsh analysis could be materially affected if 
any underlying assumptions, conditions, information, or factors are inaccurate 
or incomplete or should change. Marsh makes no representation or warranty 
concerning the application of policy wordings or the financial condition or 
solvency of insurers or re-insurers. Marsh makes no assurances regarding 
the availability, cost, or terms of insurance coverage. Marsh Risk is part of 
the Marsh group of companies, including, Guy Carpenter a Marsh Business, 
Mercer a Marsh Business, and Marsh Management Consulting.
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Did you know?
The vast majority of insurance policies will 
cover claims preparation costs.

As an independent claims consultant, the 
Marsh Forensic Accounting Claims team can:

   Advise on strategy/policy response

   Quantify the financial impact

   �Prepare detailed and 
documented submissions

   �Seek to maximise the settlement 
outcome and reduce delays

The Marsh Forensic Accounting Claims 
Team seeks to deliver a seamless claims 
experience from initial strategy and 
evaluation of a loss right through to the 
presentation, negotiation and optimal 
settlement of the claim. They focus on 
maximising recovery whilst avoiding 
unnecessary delays.

The multidisciplinary team of claims 
professionals incorporates claims advocates 
and claims preparers. They have travelled 
the road to recovery hundreds of times to 
assist clients with ensuring that claims are 
prepared accurately, submitted in a timely 
manner and advocated strongly to get 
positive outcomes.

About Marsh Risk
Marsh Risk is a business of Marsh (NYSE: 
MRSH), a global leader in risk, reinsurance 
and capital, people and investments, and 
management consulting, advising clients 
in 130 countries. With annual revenue of 
$27 billion and more than 95,000 colleagues, 
Marsh helps build the confidence to thrive 
through the power of perspective. For more 
information about Marsh Risk, visit  
marsh.com, or follow us on LinkedIn and X.

For general claims enquiries:
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@marsharabia.sa
+966 53 307 1845

Pranam Raghavendra
Claims Manager, Marsh Oman
pranam.raghavendra@marsh.com
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Retheesh Kumar
Claims Manager, Marsh Qatar
retheesh.kumar@marsh.com
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For Forensic Accounting & Claims Services (FACS):

Nolan Naidoo
FACS Sales Leader, IMEA
nolan.naidoo@marsh.com
+971 (54) 299 2028

Neil Greaves
FACS Practice Leader, IMEA
neil.greaves@marsh.com
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