
 

Insurance Claims Support Guide 

We understand it is a difficult time when your pet is ill. We will do our best to help 
you and your pet at this time: 

What We Can Do 
• Help guide you through each step of the process for your particular insurer 
• Submit Claims Directly to your insurer (provided they are on our list of companies we will claim 

directly from, and they accept direct submissions) 
• Complete the Veterinary Section of your insurance claim forms with accurate clinical information 

and invoice details 
• Submit your form within 10 working days of receiving your Claim Form 
• Provide Medical Records and Invoices upon request for your insurer 
• Follow Up on Our Submissions to confirm receipt or clarify information we’ve provided 
• Contact our veterinary team for clarification on clinical queries from your insurer 

What We Can’t Do 
• Influence Your Policy Terms or Guarantee Claim Approval – Your insurance provider decides this, 

based on what your policy will or won’t cover. However, completing our Direct Claim Eligibility 
Form will help you understand your Policy Terms better, and we recommend completing this as 
soon as you take out a policy 

• Act as the Policyholder – We cannot make inquiries on your behalf, unless authorized explicitly by 
you and accepted by your insurer. 

• Appeal Claim Decisions – If a claim is declined, only you (as the policyholder) can dispute or appeal 
with your insurer. We will absolutely help where we can, and can clarify terminology and clinical 
information, but the final decisions rest with the insurer. 

• Submit a form on your behalf without a completed Direct Claim Eligibility Form and paid excess 

Your Role as the Policyholder 
• Know Your Policy – Please Register for our Direct Claims process as soon as you take out your 

policy, using our simple Direct Claim Eligibility Form. That way, you will understand your cover 
levels, exclusions, excess and co-payments much better 

• Start your claim promptly – Many companies have a time window for making your claim, be careful 
not to miss it! We recommend starting the claims process as soon as possible from the start of 



 

treatment, and an absolute maximum of 30 days from the first treatment date. Our reception team 
will help you get started with this if you need help - In many instances we can start a claim on your 
behalf, with your authority. Note that you will need to have completed the Registration for Direct 
Claims before we can start processing your claim form. 

• Provide Required Documents – Ensure you provide any necessary forms, or provide online claim 
links if your insurer uses them. 

• Stay in Touch – Follow up with your insurer for updates or to supply anything they may still need 
from you. 

• Inform Us Promptly – Let us know if your insurer needs additional medical history, clarification, or 
further documentation. 

Our Commitment to You 
• We’re here to make the claims process as smooth as possible within the scope of what we can 

control. We will always provide accurate, and transparent support, and aim to respond to all queries 
within 1-2 working days – email is usually the best way to contact us, but we are available on the 
phone and in person too. 

 

Contact 
• St James Vet Group – Insurance Department, 68 Walter Road, Swansea SA1 4PT 
• Phone: 01792 643906 
• Email: insurance@stjamesvet.co.uk 
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