
Valuing the relationship, not just the premium

1. The Event

The customer’s client, a 
project developer, was 
not satisfied with the 
customer’s work and 
refused to pay their bills.

3. The Problem

The counter claim carried a financial risk for our 
customer, so they notified the claim under their Chubb 
policy. The claim was notified to Chubb late and was a 
technical breach of claim notification conditions. 

However, Tanja our claims handler, wanted to support 
the customer and provide the appropriate expertise. 

4. The Solution

Chubb agreed to pay 50% of the legal expenses 
and cover the counter claim in the event this 
would be honoured by the court. 

Empathy played an important part in achieving a 
desired resolution. We understood our client, the 
issues at play and the impact on their business.

5. The Outcome

The court declined 
the counter claim. The 
insured complimented 
us with our claim 
handling, as they 
felt supported and 
appreciated our advice 
during the process.
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Customer’s client 
refusing to pay their bill

Policy Triggered:

Professional indemnity

The Chubb difference:

Empathy
Tanja understood the  
customer’s position and the 
impact it had on their business.

Solutions focussed
Despite late notification, Tanja 
quickly confirmed cover and 
began supporting the customer 
with immediate effect.

Experienced staff
Our extensive experience meant 
we could guide our customer 
through the entire process.4

2. The Impact

Our customer suffered loss of 
revenue, and as a result, initiated 
legal proceedings. Consequently, 
their client commenced a counter 
claim for incurred expenses.
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