
 
 

 
           Frequently Asked Questions – Filing A Claim 

 
Group Disability Income Insurance for Employees 
 

Chances are at some point during your lifetime you, or someone close to you, will experience a sickness or 
injury that necessitates the filing of a short or long-term disability insurance claim. As your group disability 
insurance carrier, Harleysville Life Insurance Company makes every effort to provide services that give 
eligible employees and their families an opportunity to return to good health and productivity.  
 
To help us achieve this goal we partner with Custom Disability Solutions (CDS), an industry leader in 
disability and return-to-work services. Harleysville Life Insurance Company and CDS strive to help disabled 
individuals overcome traditional rehabilitation barriers by providing vocational retraining and specialized 
adaptive equipment, as needed. Together we can help you regain control of your life. 
  
Below are answers to commonly asked questions about filing a claim. For further assistance, please contact 
your Benefits Department. They can also connect you with a CDS Claims Representative if you wish to speak 
with someone directly.  
 
What is a disability?  
 

A formal definition of disability is found in the contract (the Policy) between Harleysville Life Insurance 
Company and your employer. In order to be eligible for disability benefits and services, your medical 
information must satisfy the Policy’s definition of disability. For a copy of the Policy, please contact your 
Benefits Department.   
 
How Do I file a claim?  
 

Short Term Disability:  
With telephonic STD, your employer can call into the Harleysville line and report your claim information 
over the telephone.  
Your employer can also complete the One Page STD Intake Form (along with providing the employee 
with an Authorization form) and fax to STD 1-800-293-4781. This one page form requests the same 
information asked during the intake call.  
You can obtain an Authorization of Release of Medical Information form from your human resource 
office, sign and date the form and fax directly to CDS STD team 1-800-293-4781. 
 

Long Term Disability (this also applies to STD claim notification process if preferred):  
Simply contact your human resources office and obtain a CDS disability claim application.  The form has 
four important components that must be completed before your claim can be processed: 

 
1. Employee’s Statement – you need to complete this section. 
2. Employer’s Statement – your Benefits Department should complete this section for you.   
3. Attending Physician’s Statement – your doctor should complete this section for you.   
4. Authorization and Disclosures form – you need to sign and date this section.   

 
For CDS to quickly and accurately process your claim, you must submit all four sections; signed and 
dated where appropriate. 
 
Is My Privacy Protected?  
 

Keeping your personal information such as medical records and income statements confidential is one of our 
greatest concerns. Therefore, only individuals directly involved with your claim may access your records. This 
includes your Harleysville Life Insurance Company and CDS claim management team, plus anyone you 
authorize to help assist you (spouse, sibling, friend, attorney, etc.).  If you have questions about Harleysville 
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Life Insurance Company and CDS privacy guidelines, please refer to your Privacy Statement and 
Authorization form or contact your Benefits Department.  
 
How Long Does it Take to Receive Benefit Payments?   
 

Once we receive your completed LTD application, a CDS Benefit Consultant will call to discuss your claim. 
During the call they gather information from you and anyone you authorize to help assist you with a claim 
(spouse, sibling, etc.) to ensure our disability services meet your needs.  After the interview, we may review 
your claim with additional resources such as: clinical and/ or vocational consultants to determine your benefit 
eligibility and set an Individualized Action Plan. This plan outlines the disability services we will offer to 
ensure you receive the most appropriate benefits based on your individual interests and needs.  On average 
our claim determination takes approximately 4 – 6 weeks from the date we receive your completed claim 
application. Although we make every effort to provide a determination in a timely manner, there are 
circumstances where it may take longer to gather necessary information. We will contact you if we anticipate 
any delays in your claims process. Federal regulations require CDS to make a claim determination within 45 
days after receiving your completed application; however, two 30-day extensions are allowed, if needed.   
 
Once we receive your completed STD application, a CDS Benefit Consultant will complete a 3 point contact, 
which includes a call to you, your employer, and physician, as needed.  After the interview, we may review 
your claim with additional resources such as: clinical and/ or vocational consultants to determine your benefit 
eligibility.  On average our STD claim determination takes approximately 3-14 business days from the date we 
receive your completed claim application. Although we make every effort to provide a determination in a 
timely manner, there are circumstances where it may take longer to gather necessary information. We will 
contact you if we anticipate any delays in your claims process. Federal regulations require CDS to make a 
claim determination within 45 days after receiving your completed application; however, two 30-day 
extensions are allowed, if needed. 
 
The insurance policy established between Harleysville Life Insurance Company and your employer assumes 
certain expectations of you.  If we need additional information to make a claim determination, the burden of 
proof is yours to ensure we receive all required documentation. This includes, but is not limited to, helping us 
obtain current medical records, updating your claim authorization form, or simply being available if we need 
to speak with you directly.  
 
When do my Benefits Begin? 
 

If you qualify for disability benefits through your plan, you receive a monthly LTD benefit and if STD, a 
weekly benefit, after the Elimination (waiting) period. Please refer to your Policy for Elimination period 
requirements.  
 
How Long Will I Receive Benefits?  
 

Benefits can continue until you no longer meet the Policy’s definition of disability.  As long as you continue 
to meet the Policy’s eligibility requirements, you may receive benefits up to your maximum benefit, as defined 
by your plan.  See your Schedule of Insurance for details. 
 
What if my Claim is Denied? 
 

Unfortunately, not everyone who files a claim is eligible for benefits. If your claim is denied, we send an 
explanation letter along with instructions for filing an appeal should you disagree with our determination. 
Once we receive additional information to support your original claim, the CDS Benefit Consultant will 
review this new information. If the CDS Benefit Consultant opines that the new information supports re-
opening your claim, he/she will do so. If the CDS Benefit Consultant opines that the new information would 
not change the original decision or if no new information is sent with the appeal, the file will be assigned to 
an independent, in-house Appeal Specialist for further review and consideration.  
 



 
 
What if I am on Disability but Able to Work Part-Time?  
 

If you are currently receiving Harleysville Life Insurance Company disability benefits, our Vocational 
Rehabilitation Counselors (VRCs) may work with you and your employer in creating a rehabilitation plan that 
focuses on your current abilities and expected recovery. This coordinated effort can help you get back to 
work and, in certain circumstances, also grant a financial benefit while you gradually increase your work  
capacity.  Note: If you are given a work release from your doctor, please notify CDS immediately to ensure your claim is not 
overpaid 
 

Advantages of Returning to Work 
Harleysville Life Insurance Company and CDS recognize that returning to work after an extended 
absence is a big step.  Even with assistance and support from your claim management team, collecting 
benefits rather than returning to work may seem an easier alternative. Returning to work though can be a 
rewarding experience. By becoming an active part of the work force again you may be able to:  

• Increase your earnings potential rather than living on a fixed income  
• Earn pension benefits and other retirement savings  
• Raise your Social Security retirement earnings credit which is used to determine your retirement 

benefits 
• Reconnect with friends and coworkers 
• Boost your self-confidence enabling you to recover more quickly 
• Regain your independence and ability to take care of yourself and your family 

 
Depending on your plan, you may still be eligible for a reduced disability benefit to supplement your 
work earnings.  

 
What Vocational Rehabilitation Services do You Provide?   
 

Our Vocational Rehabilitation Services take a ‘total person’ approach.  Master’s level counselors will help you 
uncover your unique strengths and capabilities. They evaluate all issues that affect a person’s employability, 
and work in partnership with medical providers and with external support service providers. 
Our vocational rehabilitation consultants manage all activities required in the planning and implementation 
process of job placement and /or job modifications. This includes evaluation of the Claimant’s skills, interests 
and abilities to perform essential functions.  We also perform transferable skill assessments, labor market 
surveys and employability assessments. Our process involves close partnership with all parties (Claimant, 
Employer, Vocational Rehabilitation Consultant, and Physician) to ensure optimal results. We also utilize our 
network of vocational vendors to participate in on-site visits with the Claimant or assist with other vocational 
assessments as needed.   
 
Why Should I Apply for Social Security Disability Income Benefits? 
 

Social Security Disability Income Benefits offer many advantages  
• Protects your Social Security retirement benefits  
• Qualifies you for Medicare 
• Provides benefits for your dependents 
• Increases your monthly income 

CDS has on -site, one of the leading Social Security vendors in the country, Allsup. With their presence we 
are able to utilize their expertise in obtaining and recovering social security awards.  We are able to offer this 
social security advocate free to the Claimant in what can be a very confusing and long process. With Allsup’s 
involvement, we have increased our success in obtaining SSD for our Claimant’s, as well as recovering our 
share of the SSD award.   
 
To find out more about Social Security Disability Income Benefits, please call (800) 772-1213 or visit 
www.ssa.gov.   


