
UK Claims

How to Make 
a Travel Claim

If you need to make 
a claim, please 
tell us as soon as 
reasonably possible 
after the event.

Call immediately if you have:

•	 An injury or illness that needs medical treatment

•	 A kidnap or ransom incident

•	 The need for a political or natural disaster evacuation

If you need urgent help,  
call our 24-hour Emergency 

Assistance Helpline straight away:

+44 (0)1273 552922
 Or use the number given by your policyholder.

Our online portal is the 
fastest way to tell us about 
your claim. 

Portal benefits:
•	 Available 24/7
•	 Step by step instructions 
•	� Upload documents and  

photos directly

Access the portal here: 
https://digitalclaims.aig.com

In an Emergency

Notify Your Claim (Non-Emergency) 
You can make a reimbursement claim in several ways. You will need your policy number to make a claim. 

AIG Travel Assistance App 
– another quick option.

•	� Available on the Apple App  
Store and Google Play 
(search “AIG Travel Assistance”)

•	� Claims Notification Tool lets you 
report claims on the go with 
photos and documents

Other ways to notify:

•	� Phone (non-emergency): 
+44 (0)345 602 9429*

•	 Email: claimsuk@aig.com
•	� Post: Claims Department, A&H UK, 

PO Box 3465, Croydon CR90 9AG

*(Open 9.15am – 5pm Monday to Friday 
UK time, excluding public holidays.) 

To make sure we can handle your claim 
quickly, fill in all the parts of the claim 
form that apply to you and sign the 
declaration. You can get claim forms 
here: www.aig.co.uk/reportclaim

Select the Individuals tab, then choose 
Group Personal Accident & Travel from 
the drop-down menu.

�If someone else was 
involved, try to get 
their details at the 
time – it may be hard 
to get them later. 

In this guide, ‘you’ 
means the insured 
person covered 
under an applicable 
AIG policy.

Please make sure 
you have the 
policyholder’s 
permission before 
making a claim.

https://digitalclaims.aig.com


Personal Property

�	� The police, airline or other relevant loss report.

�	� Receipts or other proof of ownership for the items claimed. 

�	� Currency transaction slips for money losses.

�	� For damaged items confirmation that the item is damaged beyond repair.

�	� For claims, which involve business travel, please provide confirmation of the 
travel arrangements.

Whilst there can be exceptions, we have outlined below the support and other information 
we normally require for different types of travel claims. These can be uploaded digitally or 
sent to us with a paper claims form. 

Vehicle Rental Excess

�	� A copy of the car rental agreement including details such as: contractual partners and Named 
drivers, registration & type of vehicle, rental duration, and a copy of the insurance policy under 
which the insured was obligated to pay the excess or under which certain damages are not covered.

�	�� A copy of the damage report and photographic evidence of damage to the rental vehicle if available. 
The damage report must include the breakdown of the costs charged by the Car Rental company.

AIG UK Claims: What to do if you need to make a Travel Claim

Cancellation, Curtailment, Rearrangement, Replacement, Missed Departure & Travel Delay

�	� Cancellation invoices from travel agent, airline or accommodation provider.  
These documents should show the amount paid and the amount refunded.

�	� Evidence of the reason the trip was cancelled or cut short.

�	�� If the trip was rearranged, please provide invoices for any additional costs incurred.

�	�� For claims involving business travel, please provide confirmation of the travel arrangements.

�	�� If the flight was delayed, provide written confirmation from the airline that the flight was delayed 
or cancelled. This can be an email or letter from the airline. Usually, the airline will create a 
standard letter for insurance purposes that confirms the length and reason for delay.

Medical expenses

	� Itemised invoices for the costs incurred.

�	� Medical report confirming the diagnosis received abroad. 

	�� For claims, which involve business travel, please provide confirmation of the travel arrangements.
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TOP TIPS

Provide as much detail as possible and any evidence which will help the 
claims team.
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When we receive the claim submission, we will assess it and 
correspond with you further in due course.  If you have not received our 
acknowledgement within 5 working days of submitting the forms please 
be sure to contact us.

�When forwarding documents to us, the maximum size of your email and 
attachments must not exceed 15mb.  

Please note that your email will not be successfully delivered if the 
attachments exceed 15mb, therefore you will need to separate the 
attachments into separate emails. 

�Please scan or take photos of the completed claim form and all supporting 
documents and email them to us at aigtravelclaims@aig.com. Take care 
to store the original documents safely as we may still need these later in 
the process. If you are unable to email us electronic versions, you can post 
your documents to us.

http://www.fca.org.uk/register
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