
 

 

 

 

DIRECT INSURANCE CLAIMS 
 

CLIENT INFORMATION LEAFLET  

 

What procedures must be followed to make a direct insurance claim? 

 

1. You must phone your Insurance Company to give permission for us to phone and ask questions 

about your Policy. 

 

2. You must then phone us back to let a member of our Admin team know that you have obtained 

permission from your Insurance Company for us to speak with them. 
 

3. Once permission has been given, we can then phone the Insurance Company and ask the 

following questions: 

a. Is the Policy up and running? 

b. Are there any exclusions? 

c. What was the start date of the Policy? 

d. What is the limit on the Policy? 

e. What is the excess amount on the Policy?  This is the amount that you must pay. 

f. Have they had any claims in this Policy year, and if so, what is the total amount claimed? 

g. Will cover for this condition continue after the Policy renewal date? 
 

4. We then inform the Insurance Company when the treatment is due to take place and the 

approximate costs involved, so they can note it on their system. 
 

5. We then phone the referring practice to ask if there are any pending claims that are waiting to, or 

have just been sent off.  For some insurance companies, we cannot make a direct claim until 

your own vet has sent off an initial claim for the same condition and the claim has been 

processed by the Insurance Company – this can cause considerable delays which are out of 

our hands.  Please see the information provided below for Tesco, Sainsbury’s and Direct 

Line insurance policy holders. 
 

6. With all this information we can then try to work out the following: 

a. If your pet is likely to be covered for this condition – however, ultimately it is only your 

Insurance Company that can decide this  

b. If the condition was pre-existing before the Policy start date – if it was, the condition will not 

be covered. It may also not be covered if the condition arose within two weeks after the 

Policy starting, depending upon the terms of your Policy and the nature of the claim 

c. Whether there are sufficient funds left on the Policy to cover the cost of treatment at Willows 

d. Whether any excess is due – even if an excess was paid at your own vets, our treatment 

may be done after the renewal date, when another excess will be deducted 

 

  



  

 

It is very important to understand that your Insurance Company will not guarantee to 

settle the claim unless we are able to obtain what is called pre-authorisation, where the 

underwriting of the claim is guaranteed. Not all insurance companies will carry out pre-

authorisation, and it takes longer to obtain pre-authorisation than it does for us to make 

preliminary checks regarding your Policy on your behalf, resulting in further delay.  If 

your Insurance Company does not pay out on the claim or only pays a proportion of it, 

you will be liable to pay us any amount which is then owing. 

 

7. You must pay us a direct claim administration fee of £30 + VAT, plus any excess on your Policy 

(any overpayment will be refunded to you).  Follow-up ongoing direct claims attract a £7.50 + 

VAT administration fee for each claim made. Should you wish to avoid being liable for our follow-

up direct claim administration fees, you may pay these (generally) smaller sums for follow-up 

treatment directly to us and claim the money back from your Insurance Company yourself.  

Unlike many veterinary practices, we do not charge an administration fee for filling out insurance 

forms on an owner’s behalf if they have settled up directly with us at the time of treatment. 

 

8. At the time of making the first direct claim, we ask for : 

a. a down-payment of any excess specified on your insurance policy (the excess is the first 

amount of the bill that your Insurance Company will not settle and which you must pay), 

regardless of whether you believe that this may already have been paid e.g. at your own 

vets – any overpayment will be promptly refunded.  It is important to understand that 

insurance policies which involve an excess which is a percentage of the bill can 

result in a significant sum which needs to be paid directly to us by you. 

b. payment of any anticipated shortfall in the insurance claim – i.e. the financial difference 

between our invoice and your estimated level of remaining insurance cover. 

 

9. You must provide a signed Claims Form at the time of collection of your pet from us, and at each 

subsequent visit for which you wish us to make a direct claim from your Insurance Company on 

your behalf.   

 

 

IMPORTANT – PLEASE READ THE FOLLOWING: 

 

Any chargeable visit to us must be accompanied either by payment (cash, cheque, 

credit or debit card) or by a signed insurance claim form for a direct claim which 

has been authorised by us. 
 
 

It is very important that you understand that, after the claim has been settled, 

any further shortfall in payment for your pet’s treatment by your Insurance 

Company beyond that already mentioned in point 8 above (which will have 

been paid by you at the time of discharge of your pet) will be owing to us by 

you immediately.   

 
 

Payment for your pet’s treatment with us is ultimately your responsibility. 

 

 



 

 

 
 

DIRECT LINE, SAINSBURY’S AND TESCO POLICYHOLDERS  
 

If you wish us to go ahead with a direct insurance claim on your behalf, there 
are certain additional conditions which you must fulfil for us to proceed: 

DIRECT LINE 

 

Direct Line will not process any claim from Willows until they have received the claim form from your 

own vet with a full clinical history. They have to process the claims in the order that your pet was 

treated. 

 

Even if the cost at your own vet’s was below your excess amount, a claim MUST be sent in by your 
vet. If no charge was made at your own vet’s, a letter from your own vet with the clinical history has to 

be faxed or sent to Direct Line to show that your vet referred you to Willows. 

 
Please note:  If Direct Line have any queries about your claim they will only contact the Policyholder, 

they do not contact us. Therefore an account may be sent to you by us if we have not received 

payment from Direct Line within one month. 

 
SAINSBURY’S 

 

Sainsbury’s will not process any claim from Willows until they have received the claim form from your 

own vet with a full clinical history. They have to process the claims in the order that your pet was 

treated. 

 

If they receive any claim from Willows before your own vet’s claim is received, they will return our claim 

form back to you with a letter requesting your own vet’s claim be completed and sent to them with our 
claim again.  You must organise this with your own vet as promptly as possible to avoid receiving an 

invoice from us. 

 

Even if the cost at your own vet’s was below your excess amount, a claim MUST be sent in by your 
vet.  If no charge was made at your own vet’s a letter from your own vet with the clinical history has to 

be faxed or sent to Sainsbury’s to show that your vet referred you to Willows. 

 
Please note:  If Sainsbury’s have any queries about your claim, they will only contact the Policyholder, 

they do not contact us. Therefore an account may be sent to you by us if we have not received 

payment from Sainsbury’s within one month. 

 
TESCO 

 

Tesco will not process any claim from Willows until they have received the claim form from your own 

vet with a full clinical history. They have to process the claims in the order that your pet was treated. 

 

Even if the cost at your own vet’s was below your excess amount, a claim MUST be sent in by your 
vet. If no charge was made at your own vet’s, a letter from your own vet with the clinical history has to 

be faxed or sent to Tesco to show that your vet referred you to Willows. 

 
Please note:  If Tesco have any queries about your claim, they will only contact the Policyholder, they 

do not contact us. Therefore an account may be sent to you by us if we have not received payment 

from Tesco within one month. 

 


