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2019 INCOME PROTECTION CLAIMS STATISTICS

The information contained within this document details the valuable support that we provided our members 
throughout 2019 and helps highlight the real value of income protection.



THE BIG PICTURE

of claims paid in 2019

Every claim we receive is a member and potentially a family, 
turning to us for support in a moment of need. We are incredibly 

proud to have supported more than 1,300 of our members 
in 2019, who claimed under their income protection policy.
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The ability to issue digital claim forms to members  
reduces the time it takes for them to complete and return  

information about their claim.

This allows us to assess claims and request any medical  
information required quickly, ultimately delivering faster  

decisions for our members.

FASTER DECISIONS

THE DETAILS
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THE REASONS

SADLY, WE COULDN’T
PAY EVERY CLAIM

the-exeter.com

The main reasons for claiming were accidents, injuries and 
musculoskeletal conditions. These accounted for over 60% of all  

claims with mental health conditions and infections, such as  
coughs and colds, accounting for a further 18%.

We want to pay every income protection claim we receive, however  
there are times when unfortunately we are unable to do this.  
The main reason for not paying a claim in 2019 was due to  

misrepresentation, where questions had not been answered correctly  
at the point of application leading to a different underwriting outcome.

Not paying a claim is an outcome we would all like to avoid.  
It is therefore important to encourage applicants to answer all  
questions accurately allowing us to provide even more positive  

outcomes for members when they claim.

Claims by waiting period (%)

1 day  47.8
1 week  17.4
4 weeks  31.2
8 weeks  1.3 

13 weeks  1.5
26 weeks  0.7
52 weeks  0.3
Total  100

Claims by illness (%)

Accidents & injuries  45.7
Musculoskeletal  17.2
Infections  9.0
Mental health  8.7 

Abdominal  5.7
Surgery  3.5
Cancer  2.1
Neurological  1.3 

Heart/circulatory  0.9
Other  6.0
Total  100

138
claims declined

79% 14% 7%
Due to 
misrepresentation

Due to the claim 
not meeting 
our disability  
definitions

Due to the claim being 
excluded from cover  
or not included in the 
terms and conditions



MORE THAN A PAYOUT

HEALTHWISE IN ACTION
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Remote GP consultations 
for reasons including  

infections, musculoskeletal 
conditions and migraines

of sessions were 
booked via the app

Expert second 
medical opinions 

for musculoskeletal and 
digestive conditions

of sessions were 
attended by members

Physiotherapy  
sessions 

for conditions including tennis 
elbow, back and neck pain

of mental health 
consultations recommended 

digital support

Mental health 
support sessions 

for conditions relating to anxiety, 
depression and sleep issues

of physiotherapy 
consultations recommended 

digital support

An income protection policy from The Exeter 
goes much further than making a benefit payment 

in the event of a claim.

Every policy comes with access to HealthWise, our free  
benefits app, which helps members manage their physical 

and mental wellbeing, aid their recovery and where  
possible, help them return to work.

In 2019 HealthWise proved itself to be an invaluable addition to our 
income protection policies. I encourage every member to make use  

of the services when needed and recommend every adviser highlights 
the value of HealthWise to their clients.

160 HealthWise consultations
booked by our income protection  
members in 2019.

The legal blurb The Exeter is a trading name of Exeter Friendly Society Limited, which is authorised by the Prudential Regulation Authority and regulated by  
the Financial Conduct Authority and the Prudential Regulation Authority (Register number 205309) and is incorporated under the Friendly Societies Act 1992  
Register No. 91F with its registered office at Lakeside House, Emperor Way, Exeter, England EX1 3FD.

HealthWise and all member benefits provided by The Exeter don’t form part  
of the policy terms and may be varied or withdrawn, without notice, by us.
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SO DON’T FORGET...

HealthWise provides easy access to a 
GP on demand and prescription service, expert 

second medical opinions, physiotherapy 
consultations and mental health support.

HealthWise services are free, available 
to members and their immediate family 
and are accessible from the start of their  

policy – not just at the point of claim.
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