
A customer made contact to report the theft of his van.  

At the FNOL stage of the process, he advised that he simply 

parked up on the side of the road, retuning an hour later to 

find it had gone. Having undergone extensive training and 

applying the key principles of AVS, the handler probed for 

additional detail to substantiate the claim. 

The customer went on to state that he had been assisting 

friends with moving a sofa in the early hours of the morning 

before ‘going out for a bit’. Upon discovering the theft he 

simply returned home and went to bed, claiming he did not 

know what to do. 

Through the use of intelligent questioning and the further detail 

established, a number of High Risk system messages were 

produced in relation to the customer’s movements, his actions 

following discovery of the theft and the condition of the vehicle. 

These system messages were further supported by Narrative 

Integrity Analysis. Based on the underlying risk issues within the 

claim, the claim was assessed as requiring further validation 

and a call was scheduled with a Secondary handler.

During the Secondary call the handler questioned the risk 

presented at FNOL where further risk was identified through 

High Risk system messages, correlating with risk identified 

through Narrative Integrity Analysis. Risk issues related to the 

people he was with at the time of the theft, inconsistencies 

in his account and, at the conclusion of the call when he was 

required to provide contact details for his friends, he advised 

that they had all left the country following the theft and as a 

result were uncontactable. 

The claim was retained for further investigation. The insurer 

requested proof of ownership, a copy of the MOT as well as 

the names and contact details of the people the customer 

had been with. At this point the customer withdrew his 

claim stating he would be unable to provide the evidence 

requested. 

Advanced Validation Solution identified significant risk factors 

which would more than likely otherwise have been overlooked…
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How sure are you that everything you’ve 

stated is true to the best of your 

knowledge and belief?

As much as I know
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find it had gone. Having undergone extensive training, the
handler probed for additional detail to substantiate the
claim. 
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