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We’re currently experiencing difficult 
times with COVID-19, and it’s really 
encouraging to see how the situation 
has brought the best out of people and 
communities as the world focuses on 
tackling the pandemic. Unfortunately, 
significant events have the potential 
to bring the worst out of a minority 
of people who see the pandemic as 
an opportunity to exploit individuals 
and businesses. You may have seen 
bulletins issued by both the Financial 
Conduct Authority and Action Fraud 
recently alerting consumers to 
scams based on the pandemic, alerts 
we should all be aware of from a 
professional and personal perspective.  
I’ve included links to them both below.  
It’s also possible we’ll see an increase 
in the identification of suspect claims 
linked to difficulties experienced on 
the back of the virus, something we’re 
very much aware of and are actively 
tracking.  
 

Cyber fraud continues to grab the 
headlines. Sedgwick recently published 
results of the research we undertook 
with brokers and businesses (SMEs) 
which looked at the awareness of, 
and attitudes to, cyber fraud. It was a 
fascinating read and I have picked out 
what I think are the most noteworthy 
observations in my regular feature in 
this issue. 

I’m pleased to be able to report that, 
in 2019, Sedgwick recorded £35m in 
fraud savings for our clients, a £5.4m 
increase v our 2018 return. Detecting 
and containing suspect claims remains 
a priority area for clients, and we’re 
delighted to have been able to protect 
their reputation by saving them 
more money last year. And whilst all 
products showed an increase, liability 
fraud saw a further notable rise. 
Additionally, the volume of claims 
handled that had a fraud saving 
recorded, slightly exceeded the latest 
ABI benchmark.  

And we received further positive 
market assessment last year, including 
two awards: the UK Customer Service 
Excellence Award in the ‘fight against 

fraud’ category, and the Cyber Partner 
of the Year Award at the Insurance 
Post Fraud Awards. Our team 
comprises 82 colleagues, working in 
dedicated counter fraud roles as part 
of a specialist practice, and we’re 
proud of what they achieved in 2019.   

My thanks again to those who took the 
time to get in touch to say how they 
appreciated the 2019 issues of Fraud 
Matters; it’s always great to hear from 
readers who have found it informative, 
as well as hearing about your own 
similar experiences to some of the 
items we featured. And you’ll notice 
a new format for the publication in 
2020, and future issues will include 
colleague/market profiles and 
interviews. As always please do get in 
touch with any observations, or if you 
wish to find out more about how our 
team could help you or your colleagues 
identify and contain your fraud risks 
compliantly and cost-effectively.    

Steve Crystal
Head of financial crime

Welcome
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Fraud has no time limits

T +44 7880 780607 
E jane.tibbs@uk.sedgwick.com

Jane Tibbs
Senior investigator

In 2007 Mr H’s home was burgled and his 
Rolex watch was stolen, along with other 
electrical items. Co-op appointed us to 
investigate the loss. We shared the insurer’s 
initial concerns, but no evidence was found 
to support not paying the claim.  Mr H had 
failed to insure the watch for its actual 
value and so the claim for this item was 
subsequently settled at the single article 
limit of £1,000.  

At the time of our investigator’s visit, Mr H 
was adamant that he wished to retain the 
box and the documentation for the Rolex 
watch. Our investigator duly stamped all 
these items with our details, and a notation 
to say that they’d been presented to support 
an insurance claim.   

Time goes by

Fast forward 12 years, and one of our 
Investigation Services team received a 
phone call from a member of the public.  
The caller said he’d been looking to 
purchase a Rolex watch via eBay, and was 
slightly concerned by one of the listings. 
He added that the seller had referred to the 
Rolex as having been previously subject to 
an insurance claim, but that the watch had 
been returned to him days later. 

Wanting more information, together with 
proof that the watch was a genuine Rolex, 
the potential buyer asked the seller to send 
him images of the documentation. He then 
spotted the reference to the insurance 

claim, and the claim reference, and thought 
it his duty to contact us. He wanted to be 
sure that if he purchased the watch, it would 
legally be his. 

eBay investigation

We advised the potential buyer that 
we would look into the matter and we 
immediately re-opened the investigation.  
From the listing on eBay, we were able 
to show that Mr H was the seller. We 
contacted him and asked how he was able 
to sell a Rolex watch that had been stolen 
twelve years earlier. 

Knowing he’d been rumbled by an eagle-
eyed member of the public, Mr H said how 
sorry he was, and that the watch hadn’t 
been returned to him days after the claim 
was submitted, as stated in the eBay listing, 
but some months after the claim had been 
settled. He said the thieves had offered to 
sell the Rolex watch back to him for a £1,000 
“no questions asked”. Paying the £1,000 via 
a third party, Mr H said he then received the 
watch back... but forgot to tell his insurers.  
At the end of our call Mr H offered to 
reimburse Co-op for his oversight. 

Not accepting his account of how the watch 
was returned to him, Mr H was asked for 
more information, but ultimately he was 
unable to prove his version of events. Mr H 
was then asked to reimburse Co-op for the 
settlement he received, including compound 
interest, which he duly did. 

This is a great result! 
It’s always nice for us to get 
money back and it’s absolutely 
the right thing to do for our 
business and for our innocent 
customers. It’s also very 
satisfying given how many 
years had passed since the 
claim was made and it just 
goes to show that it’s worth 
re-investigating cases when 
further strong evidence comes 
to light.

John Martini, Co-op Claims 
Fraud Manager, commented:

Case study
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Steve Crystal 
Head of financial crime

One of our colleagues, Mark 
Hawksworth, was the primary 
investigator in a case that featured in the 
media in January. A company director 
was found guilty of fraud by false 
representation and one count of making 
or supplying an article for use in fraud.  
He received an 18-month suspended 
prison sentence. Briefly, the policyholder 
suffered a genuine loss, covered by his 
policy, but sought to inflate his claim – a 
scenario that’ll be familiar with many in 
our industry charged with looking into 
suspect claims.  

Remarkably on this case, despite a policy 
limit, the policyholder brazenly doctored 
a form of acceptance to bypass the limit 
and try and falsely gain over £200,000 
more than his true entitlement. The form 
appeared authentic, but it contained 
a reference number that related to a 
previous claim the policyholder had 
made, not the current claim, which was 
spotted. You can read more about the 
case via this link to the City of London 
Police website: 

High profile success
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In the last issue of Fraud Matters I looked 
at the threat posed by cyber fraud. 
Recently, Sedgwick conducted research 
into attitudes of UK brokers and small 
and medium enterprise (SME) businesses 
to cyber fraud. The research majored on 
awareness and attitudes towards cyber 
fraud risks, and reading the outcomes 
prompted me to come back to this topical 
subject in this issue.    

Whilst I consider the market has come 
a fair way in promoting the benefits of 
cyber fraud cover, I commented previously 
that there’s still work to be done, and the 
research seems to echo that.  

Key findings from SMEs include:

• They’re more concerned about cyber 
fraud risks than brokers perceive

• Less than 20% of SMEs have purchased 
cyber fraud cover

• A majority of SME employees have had 
no cyber fraud awareness training

The SME research further notes that 
there’s a thirst for more cyber information 
to understand the risks, and in particular 
they crave clarity as to exactly what 
protection cyber insurance cover offers.     

I found it telling that every SME surveyed 
confirmed that they had a digital trading 
platform – there were no exceptions. 
And 88% stated they used the internet 
for commerce, with 84% advising they 
relied on digital infrastructure to power 
their operations. And email is still the 
most commonly used platform, which is 
relevant given the email interception and 
phishing risks I discussed in the last issue.

Any business that stores data or conducts 
business digitally is a lucrative target 
for fraudsters, and the UK SME market 
has a wide variety of firms – everything 
from the two person tech start-up to 
mature businesses with hundreds of staff 
and complex risk transfer requirements. 
Across all business types, the SME survey 
also showed that SMEs considered cyber 
crime as one of the top four risks to their 
business under the ‘cyber risks banner’, 
and the support of the insurance market 
is crucial to ensure that the SME sector is 
able to deal with its cyber risk profile and 
protect itself against the impact of these 
debilitating attacks:

The ongoing cyber fraud threat

T +44 7880 780576 
E steven.crystal@uk.sedgwick.com

Steve Crystal 
Head of financial crime

I recently spoke at the ‘Everything you 
need to know about fraud’ day jointly run 
by the chartered insurance institutes of 
Bournemouth, Guildford, Reading and 
Southampton, an excellent event. One of 
the other speakers was from an insurer, 
and he majored on cyber crime – and I 
found it encouraging seeing the appetite 
for knowledge from the brokers present. 
Using this event as a guide, talking to 
the brokers present it appeared to me 
that they’re becoming more aware of the 
growing importance of the issues of cyber 
fraud, and the need to get to grips with it. 
That’s important, because the survey of 
brokers noted they had a lower perceived 
risk for their SME clients, with only 47% 
believing that SMEs have concerns over 
cyber and data misuse – whereas 91% of 
SMEs surveyed indicated concern over 
cyber risk, demonstrating a pretty big 
perception gap.    

That gap needs to be bridged, because the 
SME survey even found that a majority of 
SMEs rated cyber crime as a higher risk to 
their businesses than Brexit! 

If you’d like to peruse the research in more 
detail, please get in touch. And if you’d 
like to know more about Sedgwick’s cyber 
fraud service or cyber fraud generally, 
please contact me and I’ll put you in touch 
with our principal specialist Dr Mark 
Hawksworth.  Mark and his colleagues 
are subject matter experts who can assist 
in the initial stages of a cyber attack, 
identifying the mitigating factors to help 
prevent large turnover losses, loss of 
customers or further damage to business.   

55%
financial loss

52%
events that              

halt trainings

49%
Demage to      

business reputation

48%
cyber crime

SMEs top business risks
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Steve Crystal 
Head of financial crime

Do you have any interesting or topical information you’d like to share? Or perhaps a success story or anecdote you’d like us to 
consider publishing? If so, we’d love to hear from you.

www.sedgwick.com/uk

Contact us

About us

We’re a specialist liability practice trusted by 
many of the world’s leading insurers, brokers and 
corporate clients to protect their interests – and 
those of their customers – when the unexpected 
happens. 

Leading our clients expertly through the claims 
process, we help mitigate risk and claims spend, 
protecting our clients’ brands, reputations and 
commercial relationships.

We apply market leading technology to improve 
the customer experience, settle claims faster and 
identify fraud. Our digital thinking never stops, 
we’re always developing new technology to make 
claims more transparent and easier for everyone.
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