
CLAIMS PROCEDURE 
 

Breakdown!

•In the event of you 
needing to lodge a 
claim, please 
contact us 
immediately to 
register the claim

•Please remember 
to never proceed 
with work on your 
vehicle until you 
have submitted 
the claim and 
received a decision 
from us

•When you call us 
to register the 
claim, please 
ensure you have 
your policy 
number available. 
We cannot assist 
you without 
knowing who you 
are. Your policy 
number is located 
in your policy 
documentation

Take the vehicle in to 
a workshop

•In order to assist 
with a claim, we 
need you to get 
the vehicle to a 
workshop. This can 
be any workshop 
of your choice, the 
only rule is we 
don't allow private 
mechanics

•If you need the 
vehicle to be 
towed, Roadside 
Assistance is on 
hand to help

•We cannot 
recommend 
workshops to you. 
You have to make 
the final decision 
as to which 
workshop your 
vehicle goes to

Submission of 
required documents

•We will request 
certain 
documentation 
from the 
workshop. This is 
usually a quotation 
to fix the 
problems, and a 
report which 
explains what is 
wrong with the 
parts they are 
quoting you for

•If we need any 
additional 
documentation, 
we will contact the 
workshop directly

•Please remember 
that if the required 
documentation is 
not all submitted, 
it will cause delays 
in handling your 
claim

Claim Decision

•Once we have 
received all of the 
required 
documentation, 
the decision on 
your claim is made 
the same day

•Once a decision is 
made, this will be 
communicated to 
you and the 
workshop, along 
with the amount, 
and how to get the 
claim paid

•It is your decision if 
you want to 
proceed, or get a 
second opinion

Payment

•If the claim is 
approved, we 
include the 
Invoicing & 
Payment Details 
with the 
documentation. 
This gives the 
workshop all the 
information on 
how to address the 
invoice correctly

•This also includes 
the link to our 
handy online 
submission tool to 
submit the invoice 
to us

•Once we receive 
the invoice, we 
submit them to the 
insurer for 
payment. This 
usually takes 2-3 
working days in 
total for you to 
receive your 
money


