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PROCEDURE FOR DEALING WITH THE INVESTIGATION, REPAIR AND PAYMENT, 
(INCLUDING PAYMENT OF INVESTIGATORS’ FEES) OF CLAIMS INVOLVING 
DRAINAGE RUNS, THE RESPONSIBILITY FOR WHICH IS SHARED BETWEEN AT LEAST 
4 PROPERTIES 
 
This is an interim document to evolve with developments between insurers and the Drainage 
Forum with WRc 
 
 

 
PREAMBLE 

 
 

 
This protocol is designed to make the handling of drainage claims involving multiple properties 
easier, quicker and more cost-effective for contractors, insurers and their representatives and, 
ultimately, the customers. 
 
The basis of the protocol is that as soon as possible, a Lead Adjuster/Investigator, (the “Lead”) 
should be appointed who will be responsible for agreeing the scope and cost of the contract on 
behalf of all insurers involved. 
 
A key element is that agreeing the scope and cost should not be held up because all insurers are not 
known. Insurers who find out their involvement subsequently will be protected because all technical 
matters referred to in this protocol are based on the Drain Repair Book. 
 
Whilst the Lead will agree the scope and total cost of the contract, the Contractor will retain 
responsibility for collecting any monies due in respect of:- 

·  Properties that are uninsured; 
·  Properties that are insured, but where insurance details have not been provided/confirmed; 
·  All policy excesses. 

 
The intention is that, once appointed, the Lead will act as if appointed by all insurers involved. 
Where possible, individual insurers should not appoint their own Adjuster/Investigator to deal with 
the Lead, as this will give rise to increased costs and possible delays. Each insurer can rely on the 
fact that the Lead will handle the claim in accordance with the Drain Repair Book and this protocol. 
 
Lead fees will be payable by each insurer in accordance with the current agreed scale. If an insurer 
repudiates a claim, the Lead’s fees will still be payable, as they would if any claim handled by a 
supplier was repudiated 
 
The process for appointing a Lead will vary, depending on how the problem is reported by the 
householder. However, once the Lead is appointed, the process of dealing with the problem will be 
the same. 
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BRIEF OVERVIEW  
 
 
1. Notification of claim 

1.1. A householder notifies his insurer of a problem; 
1.2. A contractor is appointed by a householder;  
1.3. A contractor is appointed by a Council or Housing Association. 

 
2. Lead Pack 
      The Contractor issues a Lead Pack containing:- 

I. Schedule of properties together with name, address and policy number of insurers (and 
their appointed investigators if applicable) where known. 

II.  Brief history of when and by whom the problem was first reported, and the nature of the 
problem; 

III.  Site drawing; 
IV. Survey; 
V. Decision making guide; 

VI. Schedule of works, to include a contingency for possible extras; 
VII.  Apportionment schedule; 

VIII.  Protocol. 
 

3. Scope and Pricing 
      Lead checks scope and pricing, and agrees with the Contractor; 
 
4. Notification to Insurers 
     Lead contacts all insurers (and investigators where applicable) sending a copy of I, VI and VII,  
     together with appendices A and B. 
 
5. Interim invoice (1) 
      The Contractor issues a spreadsheet to the Lead showing details of each property’s share of total 
      costs broken down into 25%, 65%, 10% and 100%. The Contractor sends a copy of the 
      spreadsheet to each property’s insurer, together with an invoice for 25% of the costs.  
  
6. Extras 
      During the works, the Contractor to notify the Lead of any extras necessarily required.  
      Lead to agree, where a contingency has been made and, otherwise, to visit site as necessary   
      within 48 hours; 
 
7. Interim Invoice (2) 
      Upon completion of works the Contractor informs the Lead that the second interim 
       invoice, for 65% is to be issued, and issues invoices to each property’s insurer. 
  
8. Agree Final Costs 
      A final spreadsheet, including extras, to be agreed between the Lead and the Contractor. The 
      Contractor to forward a copy, together with a final invoice, to each property’s insurer. The Lead  
      to submit fees in accordance with the current agreed scale to each property’s insurer. 
 
9. General Principles 

�  Uninsured Properties 
�  Timescales 
�  Communication 
�  Payments 
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DETAIL 

 
 

 
 

1. NOTIFICATION OF CLAIM 
 

 
 

I.  A householder notifies a problem to an insurer. 
             
            The insurer will appoint an investigator or its panel contractor. Where the inspection/survey 

etc. identifies a shared drain situation the investigator, where appointed, will ordinarily 
assume the role of Lead.  

 
Where a panel contractor identifies a shared drain situation, the Principal should be 
informed so that a Lead can be appointed. 
 
If it becomes evident that a Lead has already been appointed, then immediate contact should 
be sought.   

  
II.  A contractor is appointed by a householder. 

III.  A contractor is appointed by a Council or Housing Association. 
 
            In either of these situations the Contractor will be appointed prior to notification of the 
            claim to insurers. Whether a shared drain claim or not, it is important that where insurers 
            are involved they should be notified as quickly as possible, as delay may breach insurance 

policy conditions. The Contractor should encourage immediate notification to insurers.  
 
            Where a shared situation exists, the Contractor will have to contact each householder, and as 
            part of this process should issue the Drainage Forum mandate, (see appendix B) for 
            completion. No other mandate should be used. 
 
            Where privately insured properties are involved in claims where Councils and/or Housing 
            Associations are also involved, the Council/Housing Association should be informed of the  
            fact and the existence of this protocol. Their details should be given to the Lead, who will 
            contact them, and try to get their agreement to follow the protocol.    
       
 
 
 



 4 

2. LEAD  PACK 

 

I. Schedule of properties 

 
The Contractor will carry out the normal procedure of identifying occupiers, insurers and appointed 
investigators where applicable. During contact between the Contractor and homeowners, any 
reference to adoption or upgrading of the drainage system is to be avoided.  However, the obligation 
on the homeowners to maintain a free flowing system can be referred to, in particular if the Local 
Authority has already notified residents. 
 
II. Brief History 
 
The Contractor is, briefly, to outline when they were first asked to become involved, who asked 
them and what the nature of the original problem was. 
 
III. Site drawing 

The Contractor is to carry out the appropriate site survey, investigation and assessment providing 
general site information in accordance with the WRc guidelines, including use of appropriately 
trained and qualified personnel. The drawing should include details of existing drain runs, 
manholes, etc. and related buildings, together with accurate pipe lengths, and generally give a 
reasonable representation of what is on the site. 

IV. Site survey 

The Contractor is to provide a comprehensive survey of the drainage system, including wherever 
possible, the lateral runs from the main shared sewer up to the first inspection chamber for each 
individual property.  This survey is to be an agreed standard, based on the current edition of The 
Drain Repair Book. If appropriate, to allow a survey of sufficient standard to be carried out, then 
high-pressure water jetting to the appropriate pressure levels, will be carried out. 
 
The Contractor is to ensure that drainage and site surveys are clear, comprehensible and of adequate 
enough standard to enable any competent Adjuster/Insurer to make appropriate evaluations.  To 
ensure this the Contractor is to provide clear details of any obstructions, carry out back-surveys as 
appropriate and, where necessary, carry out accurate leakage testing. 
 
The site survey and information should incorporate a detailed sketch of the site, weather at time of 
investigation, property boundaries, and accurate locations for all trees and bushes, accurate details 
of all drainage and related features, system tapes, depths, diameters, accurate details of surface 
finishes, an accurate list of defects and all other relevant information. 
 
‘Reasonable costs’ for the site survey should be submitted to the Lead for inclusion. Insurers 
reserve the right to exclude costs disproportionate or excessive in relation to a problem. Where a 
Lead has been instructed, prior agreement on scope and cost should be obtained.    
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V. Decision making guide 

The Contractor is to provide an accurate analysis of the survey.  They are to report on all the factors 
detailed above, in accordance with the current edition of The Drain Repair Book, and provide a 
rationale for the recommended schedule of works 
 
VI Schedule of works 
 
The Contractor is to make recommendations, appropriate to each and every length of drainage 
surveyed and to any related drainage features, for the nature and extent of any essential remedial 
work that they consider should be carried out.  Each item of recommended remedial works is also to 
be given a timescale as to how urgent the Contractor considers the recommended item of remedial 
work to be. The schedule should include a detailed contingency for identifiable possible extra costs.   
 
VII. Apportionment Schedule 
 
The Contractor is to provide details of all parties to the system, to the best of their knowledge, in 
order to allow determination of the correct apportionment.   
 
VIII. Protocol 
 
The Contractor is to provide a copy of the protocol. 
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3. SCOPE AND PRICING 

 

Once all of the above information has been provided by the Contractor to the required standard, 
there will be a combined meeting between the Contractor and the Lead in order to obtain agreement 
on behalf of all identified Insurers.  This agreement is to cover:- 
 

I. Potential scope of policy liability, bearing in mind that, at this early stage, not all insurers 
will have been identified, contacted or indemnity confirmed. 

 
II.  Best method of repair in line with potential policy liability. 

 
III.  Costs, prior to work commencing, utilising a scale of charges to be agreed with the 

Contractor and Insurers based on normal operating conditions as determined by the 
Contractor, i.e. ground conditions.  This scale of charges is to be designed to cover all 
possible remedial techniques in all types of normal working situations.  Additional costs to 
be charged by the Contractor during the course of any subsequent remedial work carried out 
by them are to be purely in relation to any truly unforeseen and unexpected conditions etc. 

 
The Lead will review the above within 20 working days of receipt. 
The Contractor will respond to any issues within 20 days of receipt. 
All queries to be resolved and agreement on scope and pricing to be reached within 40 working 
days of receipt of documentation by the Lead.  
 
In the event of failure to agree on the above the Lead is to obtain an alternative from another 
reputable Contractor. The original Contractor will be given the opportunity to match the 
second quote, and if unable to do so will be paid in respect of all agreed investigation costs 
incurred.   
 
NB. This process should be carried out as quickly as possible in order that the Contractor can 
start work without delay. The process of identifying insurers and confirming cover must not 
hold up the agreement of scope and pricing. It will be up to the Contractor to decide when he 
starts work. Both the Lead and the Contractor must comply with these time scales, and if any 
situation arises where this is not possible, a revised time scale must be agreed. 
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4. NOTIFICATION TO INSURERS 

 

The Lead will contact all known insurers and investigators, attaching copies of the schedule of 
properties, schedule of works and apportionment guide, together with copies of the Lead letter, 
(appendix A) and the Drainage Forum mandate, (appendix B). This will enable insurers to confirm 
indemnity and set the appropriate reserve. The latter two documents will serve as an introduction to 
the scheme for those insurers and investigators who may not be aware of it. 

This protocol does not, by itself, commit insurers to the provision of an indemnity. Where cover 
does not operate insurers agree to advise the Lead as quickly as possible.   

Where applicable, the Lead should contact Councils and/or Housing Associations to inform them of 
the protocol process: if possible, they should be encouraged to follow the protocol and pay the Lead 
fee.  

NB. This process should be carried out simultaneously with (3) above, and the absence of any 
insurance details should not be a reason for delaying the agreement on scope and cost. 
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5. INTERIM INVOICE (1)   
 
 
 
Once scope and pricing are agreed, the contractor is to submit a spreadsheet to the Lead showing 
the following:- 
 
Payment schedule for (name of site).  
 
Lead  ___________________________ 
 
Columns 5-8 show %ages of agreed costs inclusive of investigation and administration costs, but 
exclusive of contingency costs. Column 9 shows agreed possible contingency costs. (Columns 10-
12 will remain empty until all final costs are agreed). 
 

(1) 

NAME 

(2) 

ADDRESS 

(3) 

INSURER 

(4) 

CLAIM 

NO. 

(5) 

25% 

(6) 

65% 

(7) 

10% 

(8) 

TOTAL 

(100%) 

(5)+(6)+(7) 

(9) 

CONTINGENCY 

COSTS 

(10) 

FINAL 

TOTAL 

(8)+(9) 

(11) 

PAID 

(5)+(6)  

(12) 

BALANCE 

DUE 

(10)-(11) 

            

            

            

TOTAL    £ £ £ £ £ £ £ £ 

 
The Lead will check the figures and raise any queries within 20 working days of receipt. 
 
Once any queries have been resolved, or if no queries are raised, the Lead will notify each insurer of 
the agreed total, that insurer’s individual share, and that insurer’s 25%, 65% and 10% stage 
payments. The Contractor will issue a copy of the spreadsheet together with individual invoices for 
25% of the cost to each property’s insurer. Invoices can be as brief as stating “interim invoice for 
25% of agreed costs, excluding contingencies, in respect of works relating to (Insured’s name and 
address).  
 
The issue of this spreadsheet will signify that the Contractor will proceed with the contract as soon 
as possible. 
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6. EXTRAS 
 
 
 
Notification of any additional works/costs, once the Contractor has commenced remedial works, is 
to be given to the Lead immediately they become apparent.  
 
If such additional works/costs have been included in the original schedule as contingencies, the 
Lead can authorise immediately or request further investigation/inspection as appropriate. Such 
additional works/costs to be authorised within 48 hours of notification. 
 
If such works have not been included within the original schedule as contingencies, the Lead will 
carry out whatever investigations/site visits are required. Such additional works/costs to be 
authorised within 5 working days of notification. 
 
If authorisation is not received within these specified times, essential work will continue, and/or 
standing time charges will be levied. 
 
Any additional Drainage Consultant fees incurred in respect of additional works/costs to be shared 
between participating insurers where an indemnity has been confirmed. 
 
NB time scales are deliberately tight because any delay incurred will incur additional costs 
until resolved. 
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7. INTERIM INVOICE (2) 
 
 
 
Upon completion of works, the Contractor will notify the Lead that invoices for 65% of the cost, as 
per the original, agreed spreadsheet, are to be issued. 
 
The Lead will notify the Contractor of any queries within 20 working days. 
 
Once any queries have been resolved, or if no queries are raised, the Contractor will issue individual 
invoices for 65% of the cost to each property’s insurer  
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8. AGREE FINAL COSTS 
 
 
The Contractor is to submit an updated spreadsheet to the Lead as follows:- 
 
Payment schedule for (name of site).  
 
Lead  ___________________________ 
 
Columns 5-8 show %ages of agreed costs inclusive of investigation and administration costs, but 
exclusive of contingency costs. Column 9 shows the agreed actual contingency costs.  
 

(1) 

NAME 

(2) 

ADDRESS 

(3) 

INSURER 

(4) 

CLAIM 

NO. 

(5) 

25% 

(6) 

65% 

(7) 

10% 

(8) 

TOTAL 

(100%) 

(5)+(6)+(7) 

(9) 

CONTINGENCY 

COSTS 

(10) 

FINAL 

TOTAL 

(11) 

PAID 

(5)+(6)  

(12) 

BALANCE 

DUE 

(10)-(11) 

            

            

            

TOTAL    £ £ £ £ £ £ £ £ 

 
 
The Contractor is also to submit a copy of the comprehensive and fully detailed total invoice in 
accordance with the pre-agreed scale of charges, together with full and accurate details of costs 
relating to any verified additional works agreed and detailed in the apportionment.  
 
The Lead is to ratify the accounts or raise any queries within 10 working days of receipt. 
In the event of queries, the Contractor is to respond within 10 working days. 
Final account is to be agreed within 20 working days of receipt.  
Once agreed, the Lead is to submit a fee note to each insurer, together with confirmation that final 
costs have been agreed at a total of £x, made up of agreed costs as notified plus agreed contingency 
cost of £y, of which that particular insurer’s share is (£agreed share plus contingency share =) £: 
these to be issued within 10 days of agreeing final costs. 
Once agreed, the Contractor is to issue a copy of the final spreadsheet plus a final invoice for the 
balance of costs to each property’s insurer.  
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9. GENERAL PRINCIPLES 
 

�  Where there is no insurance, the Contractor is to bill the homeowner direct. Uninsured 
properties or those where cover does not operate are to be included in the apportionment 
schedule and invoice documents, so that a full record of costs and proportions can be 
maintained.  

�  All time scales quoted must be adhered to strictly, but it is recognised that there may be 
circumstances where illness, holidays, emergency situations, (i.e. major floods), etc. may 
operate to make them unworkable. In such situations, each party to inform the other, to 
avoid unnecessary reminders, etc. 

�  When the Lead Pack, invoices, authorisations and any other documents are sent receipt 
should be acknowledged, preferably by email. Where no such confirmation is received 
within a reasonable time the issuing party should check that the documents have been 
received. 

�  All payments to be made by Insurers within 30 days of receipt of invoices.  
�  When issuing invoices and the final spreadsheet, Contractors are to ignore possible unpaid 

previous invoices in order to keep the process simple and avoid repeated alterations. Any 
unpaid invoices should be chased individually with insurers.    
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APPENDIX A 

THE DRAINAGE FORUM                   
     CIS, Norwich Union, RBS Insurance,   

                                      Royal & Sun Alliance, Zurich 

                                                         Churchill Insurance  

Worldwide House 

Mail Point P13 

Thorpe Wood 

Peterborough 

     PE3 6SB 

SHARED DRAINAGE CLAIMS 
 

The Drainage Forum is a sub-committee of the Property Claims Forum, which represents @90% of the home 
insurance market. It was established to address the escalating problem of handling all drainage claims, but 
particularly those involving more than one property, where more than one insurer was involved. 
 
At the Forum’s request, WRc created the “Drain Repair Book”, which establishes minimum standards for the 
investigation and repair of damaged drains. In partnership with WRc, the Forum is working towards the 
creation of an industry-wide agreement for the management of shared drainage claims based on the 
principles established by the Drain Repair Book. Crawfords and Cunningham Lindsay have worked closely 
with the Forum, as a result of which a protocol has been devised for the handling of shared claims which 
involves the appointment of a lead Adjuster, whose role is to handle all negotiations with the repairer, agree 
methods and costs with the repairer, and ensure that all insurers/Adjusters involved in a particular site are 
fully aware of, and compliant with the process. This will lead to a common approach from all insurers, a 
resultant saving in costs, a shorter life-span for claims and a better service for our customers. 
 
The failure of pitch fibre pipes in particular will become an increasing cost burden for all insurers. If insurers 
are to be able to control costs effectively a common approach is vital, which is why the Forum has created 
this process. 
 
This letter has been issued because you are:- 

1. an insurer or; 
2. an investigator; 

acting on a claim where the Property Claims Forum has appointed a lead Adjuster. Please (forward a copy to 
your principals, and) confirm to the lead adjuster that you are happy to comply with the protocol. 
 
COPIES OF THE DRAIN REPAIR BOOK CAN BE OBTAINED FROM WRc’S WATER AND 
ENVIRONMENT BOOKSHOP ONLINE, www.webookshop.com OR BY TELEPHONE  ON  
01793 865022/865082, (COST £35). 
 
More information can be obtained from the following insurance members of the Forum:- 
 
Royal Bank of Scotland Insurance       Doug Shaw        doug.shaw@churchill.com 
 
Royal & Sun Alliance                          Ray McCaul       ray.mccaul@uk.royalsun.com 
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APPENDIX B 

THE DRAINAGE FORUM                  
     CIS, Norwich Union, RBS Insurance,   

                                      Royal & Sun Alliance, Zurich 

  
MANDATE FOR SHARED DRAINAGE CLAIMS 

 
The Drainage Forum is a representative body for the insurance industry and together with drainage repair contractors 
has set up a process for dealing with claims, where a number of householders share the use of, and therefore 
responsibility for the repair of private shared sewers and drains. The Contractor who issued this mandate has identified 
damage to a sewer/drain for which you share responsibility and wishes to quote for repair on your behalf. Most 
domestic buildings policies cover some types of damage to underground drains, so your buildings insurer will want to 
know of your claim as quickly as possible, in order to investigate whether policy cover applies, and if so, what type of 
investigation and repair should be carried out.  
 
To ensure that your claim is dealt with as quickly and efficiently as possible, insurers have agreed to use one 
investigator to agree the scope and cost of the investigation. Your Contractor will then have the opportunity to provide 
an estimate for repairs, to be undertaken in accordance with industry best practice. Where the estimate is competitive, 
your Contractor will be instructed to complete the repairs on your behalf.  
   
If you wish to proceed, please complete and return this form to your Contractor. He will compile a list of all 
householders and their insurers, (where applicable), which will then allow all parties to be identified. (If you are not the 
owner of the property, or have no buildings insurance, please notify the Contractor accordingly). Completion of this 
form does not commit you to anything, but if your insurer does accept the claim, you will have to pay to the Contractor 
any policy excess that may apply: the balance of the claim will be paid direct to the Contractor unless you specifically 
request otherwise below.  
 
You should notify your buildings insurer of the claim in the normal manner, informing them that this is a shared drain 
claim: please refer to your policy booklet or accompanying literature for instructions on how to notify the claim. Any 
queries should be referred to your insurer in the normal way. 
 
NAME:            _________________________________________________________________________ 
ADDRESS:     _________________________________________________________________________ 
                        _________________________________________________________________________ 
                        _________________________________________________________________________                       
POST CODE: ___________________________HOME TEL NO:_______________________________ 
 
BUILDINGS INSURER: _________________________________________________________________ 
INSURER ADDRESS:   _________________________________________________________________ 
                                       _________________________________________________________________ 
                                      __________________________________________________________________                          
INSURER TEL.NO:        ________________________________________________________________ 
POLICY NUMBER:        ________________________CLAIM NO. (IF KNOWN):____________________ 
 
SIGNED:________________________________ DATE:____________________________ 
 
DECLARATION:  
Where this incident is covered by insurance I authorise my insurer to deal with my Contractor on my behalf and 
pay my share of the cost, less any policy excess, direct to my Contractor. 


