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We’re committed to supporting our UK private medical insurance (PMI) 
customers and to offer products that meet their needs. 

Private hospitals are open and offering a service close to normal, so if you 
need to make a claim we can help. Hospitals and consultants are actively 
managing the risks from COVID-19 and remote consultations may likely be 
a part of your experience. We fully understand that you may have chosen 
to delay your treatment during the pandemic. If you now want to go ahead, 
please contact us.

We still don’t yet know what the overall impact will be on claims experience. 
However, our COVID-19 pledge gives our UK PMI customers more clarity and 
reassurance during this period of uncertainty.

The background to our pledge
Financial services organisations have a responsibility to make sure their 
products continue to offer value and are appropriate for customers. This 
includes considering the impact of coronavirus and the organisation’s ability  
to deliver the benefits promised.

We published our original pledge in May 2020, in line with guidance from the 
Financial Conduct Authority (FCA), and updated our pledge in December 2020 
based on the situation at that time. Since then, we’ve analysed the impact of 
COVID-19 on product value, reviewing the level of claims we’ve received to 
date against the level we expected to receive during this period. This has 
confirmed to us that our COVID-19 pledge is still the most appropriate way  
for us to support our customers. 

COVID-19 pledge
for UK private medical 
insurance customers
Life doesn’t always go to plan, but you  
can count on us in your time of need.



Extending our pledge

We believe the majority of claims delayed by the pandemic will take place 
and we’re continuing to see an increase in claims as hospital supply is fully 
available. Because of this, we’re extending our pledge until the end of 2022.

We’re doing this because:

• the length of the pandemic and the numerous lockdowns means  
it will take longer for delayed claims to come through to us

• there’s still a chance of future disruption such as local lockdowns  
or reduced access to treatment

• extending the pledge calculation period means we can get  
a fuller picture and make sure any payment is appropriate. 

As we now anticipate making the final COVID-19 pledge payment in 2023,  
later than we expected, we’ll increase the amount we may pay by 20%.  
If we bring the payment date forward, we may reassess this.

Grant Thornton UK LLP has independently reviewed our decision to extend  
the timeframe of the Pledge and has made the following statement: 

We’re keeping  
a close eye on  
the situation.  

If anything  
changes, we’ll  
let you know  

as quickly  
as possible. 

           Grant Thornton UK LLP has independently reviewed Aviva 
Health UK Limited’s decision to extend the timeframe of its  
COVID-19 Pledge until the end of 2022. We have reviewed Aviva 
Health UK Limited’s reasoning for this decision and the information 
currently available. Based on this, whilst there is continuing 
uncertainty around the ongoing impact of COVID-19 and the 
disruption to claims, we are satisfied that its decision to extend 
the timeframe of its COVID-19 Pledge until the end of 2022 is 
appropriate and in line with the principles underlying the Pledge.
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For our large corporate PMI clients, we’ll apply the same overall commitment  
and principles. However, due to the more complex nature of our corporate 
health products, we’ll assess each case individually.

We’re continually monitoring the situation and if we identify a need  
for us to amend the support we offer or to provide additional clarity  
and reassurance, then we’ll issue further updates as appropriate.

If you have any questions on what this means for you  
and your policy after reading the FAQs, please call us on: 

  0800 092 4590. Lines are open Monday to Friday.  
We can monitor and/or record calls to and from Aviva.  

Read our FAQs for more information
If you are a policyholder, you can find your FAQs at: 

  aviva.co.uk/covid19-health

If you are an intermediary, you can find your FAQs:

 aviva.co.uk/covid19-health-adviser

All consumer and SME UK PMI customers who paid for cover over the 
period 1 March 2020 to 31 March 2021 will be eligible for the pledge even  
if they no longer hold a policy with Aviva. We’re committed to returning  
the difference in claims if portfolio claims overall are lower than planned.  
This calculation will be independently reviewed by a third party.

https://www.aviva.co.uk/healthcarezone/documents/view/gen7048.pdf
https://www.aviva.co.uk/healthcarezone/documents/view/gen7047.pdf

