
Case Studies
Recent claims handled and testimonials
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Scenic riverside 
restaurant left 
flooded
as water bursts from 
frozen pipes

Covid has already
impacted the
hospitality industry
and we just want
our business back to
normal, so we don’t
lose customers.

Thank you Qlaims 
for the fast work
in getting our claim 
settled.” 

Damage:
• Extensive water damage to wooden flooring and electrics in 

the large conservatory restaurant. 

• After the impact of COVID, their overriding concern was works 
were completed ahead of trading over Mothering Sunday 
and Easter.

• Qlaims adjuster visited within two hours of broker’s 
notification. 

• Full and itemised claim presented to insurers within 30 days 
with report, photos and comparative estimates - enabling 
claim to be agreed and settled swiftly. 

• Work was split over two weeks ensuring no disturbance to the 
important weekend bookings. 

• Claim settled and works completed within two months –
Fast enough to avoid a loss of profits claim.
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The Outcome:
• Client thrilled to have claims 

advocate on his side through-out 
the process, who prepared the 
claim and took notice of his 
particular business needs. 

• Insurer’s appointed adjuster had 
full report from Qlaims prior to 
his visit.

• This enabled the fast turnaround, 
and insurer avoided a business 
interruption claim saving them 
approx. £25k.
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CASE STUDY

Even experts can 
make mistakes!

When you buy
insurance, you hope
never to have to 
claim.  
When my claim was 
repudiated, I was
stunned. I couldn’t
understand why. 
Qlaims stepped in, 
my adjuster was 
amazing. It was
such a relief when 
she turned the 
decision around, 
taking the worry
and stress away from
myself and my staff.” 

Damage:
• Extensive damage to shop flooring, bespoke fittings, and 

products now being no longer fit for sale.  An underground 
pipe had unexpectedly burst in the early hours of the 
morning, causing a surge of water to flood through multiple 
shopping outlets.

• Shop was closed for two days - staff swept the water away 
and removed sodden content items. Their priority being to 
reopen their business as soon as possible.

• Costs were in excess of £100,000.  Insurers appointed a loss 
adjuster who reported back that the damage was caused by 
water discharging from an automatic sprinkler system. This 
being excluded under their policy, repudiated the claim.

• Without Qlaims Insurance their claim may have ended there.  
Under our policy, Qlaims offers to review declined claims. 
Upon examination on the information, Qlaims identified that 
the offending pipe was actually 3 meters from the shop 
exterior and 1.5 metres below ground. It was in fact an escape 
of water from a ruptured third-party water source and not 
their sprinkler system.
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The Outcome:
• Insurers accepted our challenge, 

and the new loss adjuster  
appointed agreed with our 
assessment. 

• Both client and broker were 
delighted with the outcome. The 
loss was substantial to the 
business and their profits would 
have been significantly 
compromised to meet the 
repairs and replacements 
needed. 

• Insurers too were appreciative 
of our clear and factual report, 
making their decision to 
overturn the repudiation 
straightforward to process.
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Nightmare before 
Christmas as fire 
and water damage 
family home 

Thank you for your 
support and 
assistance without 
which we would not 
have known where 
to start. 

This insurance is so 
useful.” 

Damage:
• Run up to Christmas, the five bedroomed house 

with high-end furnishings experienced a fire due 
to faulty electrical lights. 

• Fire in upstairs bedroom caused smoke and 
water damage throughout. 

• Amounted a claim in excess of £300k. 

• Qlaims adjuster arrived within hours of 
notification

• He managed emergency actions - sourcing 
immediate appropriate accommodation for 
residents, elderly and fragile relative residing with 
them, and their six dogs. 

• Ensured forensic visit by insurers, surveyor’s 
assessment, strip out assessment, and drying 
schedule all in place before Christmas.
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The Outcome:
• Client was unaware that they had Qlaims 

insurance - relieved to have a claims 
specialist working on the family’s behalf 
to liaise with various parties involved. 

• To suit the client’s personal situation, 
rather than longer-term alternative 
accommodation, Qlaims agreed with 
insurers for temporary adjustments to 
the property to ensure family were able 
to stay and continue providing care for 
their relative, and ensuring dogs did not 
need to be placed in kennels. 

• Whilst providing the client what they 
wanted, it saved insurers thousands in 
alternative accommodation costs. 
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Home flooded in 
Storm Babet.  The 
whole road was 
impacted.

Thank you.  What a 
relief.  I was the 
first house in the 
whole road to be 
visited and receive 
help.  Made such a 
difference.” 

Damage:
• Our client’s home flooded with water at knee 

height.  Our client had Qlaims Insurance 
embedded in her policy wording.

• Claim reported and Qlaims were instructed.  The 
same day our adjuster visited.  Emergency actions 
deployed to lift and dispose of sodden carpets 
and ensure lighting was back on.

• Insurer’s own loss adjuster was unable attend 
owing to the ‘Surge’ event.  Using QlaimStream
our adjuster was able to replay information to get 
the claim moving.
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The Outcome:
• Liability was accepted within four days 

of claim notification.  The insurer was 
able to authorise payment of strip-out 
works and drying to start.  

• Others in street however had not yet 
heard from their insurer.
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Others…
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Quantitative / 
Qualitative benefits

Underwriter / 
Intermediary 

BenefitCustomer benefitBenefits of QlaimsDescription of ClaimCase
Competitive tender 
showed a £9k saving

Support offered with 
Qlaims network 

ensured an 
appropriate and fast 

reinstatement.

No requirement to 
source own specialist 
glazing quotes when 

insurer could not 
assist.  Claim 

progressed quickly

QlaimStream evidence captured 
on day 1 enabled Qlaims to 

quickly select two of its own 
supplier network businesses to 

quote.

Impact damage to insured’s 
home.  Insurers required two 

quotes from the insured as they 
had no appropriate repairers

1234

£10k saving from 
Water company 
rebate, plus no 
adjuster fees

Evidence supplied to 
insurers enabled a 
settlement within 

24hrs of submission. 
And no appointment 

of own adjuster.

Full claim preparation 
and calculations lead 
to a quick settlement.

Water Company rebate was 
arranged by supplying 

comprehensive calculations 
resulting in claim to insurers 

being reduced by £10k.

Damage to underground pipes 
creating loss of metered water 

claim of c£30k.

1163

Avoidance of FOS 
charges, potential 
compensation and 
loss of customer at 

renewal

Correct customer 
outcome and 

confidence restored.

Correct 
interpretation of the 
rather complicated 

wording resulted in a 
£9k BI settlement.  

Insurers initially repudiated 
claim under a gradually 

operating cause.  However, 
Qlaims showed that a BI claim 

was valid, but property damage 
was not covered.

Property considered unsafe and 
insured could not access their 
club.  Denial of access claim 
against business interruption 

section.

1157



It (Qlaims) adds particular value as it is an insurance backed product, enabling
us to manage our clients premium and continue to offer a comprehensive and
competitive insurance programme to our clients operating in specialist
industries.

Lee Anderson, Group Deputy CEO at SRG

Our claims team are at the heart of our business and, as JMG Group continues to grow through investment in people and
acquisitions, we recognised the need to take a fresh look at how we handled claims. Over the last few months, we have
reviewed the market for claims handling tools and after a lot of due diligence have chosen to work with Qlaims. We are
delighted to be introducing Qlaims Insurance across JMG group to give us and our clients a clear advantage at claim time. The
introduction of Qlaims Insurance and its support service for our Clients is an important part of the claims way forward for us.

Nick Houghton, Group CEO at JMG

We were one of the original Brokers to use Qlaims having previously used Lorega. We were attracted by the
competitive premiums but more so by the use of technology which keeps clients constantly updated at every
stage of the claim cycle. One of our clients suffered a theft claim recently and the reports issued to the Insurer by
Qlaims meant that the claim was settled within 4 weeks without deduction

Frank Marks, Owner at Marks Insurance 

“Too many clients are experiencing worsening service from insurers at their time of need and it’s our
job to make sure they don’t face needless delays. Partnering with Qlaims gives Clients access to
technical and expert advice, strengthening the team that fights their corner and gets their claim paid
faster.”

Simon Mabb, Managing Director at Romero



Bringing new intelligence to insurance claims


