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How can communication be improved between insurers and case 
managers in order to deliver effective client care? 

here is a huge difference in the response times of different 
insurance companies and their propensity to pick up the 
phone. While some are guaranteed to return an email 

or pick up the phone almost immediately, others will ignore 
hundreds of calls and emails without responding. This can become 
frustrating if the case manager or case management company 
is unable to contact the claims handler. Whilst there may be a 
perfectly reasonable explanation as to why a handler does not 
wish to communicate with us, it is always helpful if they let us 
know. Responses to requests for authorisation can vary between 
a few minutes to several months, with client’s treatment stalling 
and appointments being missed waiting for authorisation. This 
delay really does make a difference – it affects not only the 
client’s recovery time but also their psychological wellbeing and 
engagement with the rehabilitation process. The client becomes 
frustrated with the whole process and rather than seeing it as an 
opportunity to receive rehabilitation and treatment, they often see 
it as a barrier to getting what they need and an added stressor in 
their life. They may begin to focus on the compensation and give 
up on any meaningful recovery. 

Cases with active and effective communication with the insurer 
progress quickly, run smoothly, are discharged in a timely manner 
and are rewarding for all involved.

Case conferences with case manager, claimant solicitor and insurer 
on joint instruction are also hugely beneficial for the progression 
of the case. Occasionally it can be difficult to fully explain the 
reasoning behind a recommendation in a written report and 
it is important that the case manager has the opportunity to 
represent the client by answering questions directly from both 
parties regarding the reasons for their recommendations. This can 
work both ways – there are times when a case manager may feel 
under pressure from an assertive client to recommend something 
that they may feel is not fully justified. The ability to have a frank 
discussion with both parties in order that there is a consensus 
and agreement on whether it should be funded under the rehab 
code or not, speeds up the authorisation or empowers the case 
manager to say no. 

KATHeRINe BesT, Clinical Operations Manager, Unite Professionals Ltd.
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or an age it seemed like the insurance industry was 
unaffected by change. Go to Lloyds today and you find an 
industry steeped in history and you could tell yourself that it 

will never change. Indeed, some things around insurance should never 
change, upmost good faith as a core principle for example. However, 
much like how video rental companies and black cabs in London 
have seen over the last decade, disrupters have had a massive impact 
in a very short time. The way Netflix and Uber, to name just two 
examples, have penetrated their respective markets and importantly 
the consciousness of potential customers, is staggering.

What does this mean for the insurance industry then? Well it’s 
clear that consumers value convenience above almost all else. You 
can’t really compare renting a movie to taking out an insurance 
policy, one is a simple transaction the other far more complex 
buying decision. However, the trend for end user convenience-
orientated usage only looks set to increase. It will be offerings 
to customers that makes their interaction with buying or using 
insurance easier than it is now that will cause disruption, the 
same way ordering a cab on an app was. How many people use 
Amazon or Google every day, multiple times? Millions of people 
have relationships and accounts with these large companies, which 
suggests that, should they make the move into the insurance 
industry, they will already have a captive audience. In the same 
way people “Uber over the city”, will people just buy insurance on 
the search engine or shopping platform they use?

Furthermore, these tech giants, alongside others, will be able to 
better understand human behaviour and potentially offer a more 
satisfying, and importantly for the average person, a less time-
consuming experience.

What can be done about this? We can see that people use their 
phones, laptops, tablets for more of their daily needs and this will 
surely only continue. The way to combat the potential disruption 
is to embrace mobile technology and combine this with existing 
insurance knowledge. Consider becoming a disrupter today! 

sTePHeN MARsHALL ACII, Managing Director, Insure Apps.
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