CLAIMS WORKFLOW AND
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DOCUMENTATION REQUIRED & /

All clients must report their claims to their broker that will facilitate this process

PROCEDURE FOR REPORTING NEW CLAIMS

Procedure for reporting of new claims:

¢ All new claims must be reported to the Claims Department as soon as possible after the happening
of an insured event. The clients contact details and location of vehicle is very important. All stolen
vehicle details must be reported to the CIB Investigations department immediately.

¢ The following is the minimum required information:

- Policy Number;

- Vehicle details — make, model and registration number;
- Date of Loss;

- Place of loss;

- Description of damage;

e All our claim forms are available through the Claims Support Team or on CIB’s website
www.cib.co.za

¢ Please make use of our central e-mail address newclaims@cib.co.za, to notify CIB of any new claim
¢ All motor glass claims to be sent to glassclaims@cib.co.za

¢ The Claims Team will inform the broker of the relevant information relating to the claim being the
claim number and details of the Claims Specialist assigned to process the claim.

Please make use of CIB’s call centre to assist with roadside assistance, towing services (FAM) and
geyser or home assist.

IF the Call Centre is not utilized limits and excesses may be applied.

ciB
CALL CENTRE

0860 104 952

OPTION 1 OPTION 2 OPTION 3 OPTION 4

TOWING OR GEYSER / HOME
MOTOR ASSISTANCE

CYBER WINDSCREEN
INSURANCE CLAIMS
CLAIM

MOTOR ACCIDENT CLAIMS PROCESS
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The Claim will be allocated to a Motor Claims

L Specialist after registration.

Validating of Claim by confirming the cover,
\premium payment and required documentation

Motor Assessor (Net Assess) / Investigator /
Specialist will be appointed

.

Car Hire arrangements
Report/s to be obtained

Authorisation, Disclaimer agreement, Settlement
Rejection process to be followed

L

A claim form fully completed and signed by the Insured and driver (where applicable) is mandatory
for each and every claim submitted.

MOTOR ACCIDENT CLAIMS

The following is required in order to process a motor accident claim
¢ Copy of driver’s license, PDP and ID (South African Driver);

» Copy of driver’s license, international driving license, confirmation letter from Embassy (Foreign
Driver);

e Full Description of accident and sketch;

e Full third party details, if any;

* SAP case number and name of police station;

¢ Location of vehicle;

¢ Confirmation of vehicle towed (by whom and to where).
¢ Driver over the age of 75 — Medical certificate is required

e Trucks, Trailers, Caravans, Motorbikes, Boats, Jet ski’s and/or all other HCV Type vehicles, it is
required that the Claims Specialist first obtain a repair quotation from a registered dealer for the
damages prior to appointing Netassess (Only applicable to the above-mentioned vehicle types).
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UNECONOMICAL TO REPAIR — VEHICLES / WRITE-OFF

Client to assist / obtain the following documentation, this must be submitted to assist with the total
loss process:

¢ Copy of driver’s license, PDP and ID (South African Driver);

» Copy of driver’s license, international driving license, confirmation letter from Embassy (Foreign
Driver);

¢ Full Description of accident and sketch;

¢ Full third party details, if any;

¢ SAP case number and name of police station;

¢ Location of vehicle;

¢ Confirmation of vehicle towed (by whom and to where).
¢ Driver over the age of 75 — Medical certificate is required

¢ Copy of the Registration Certificate to enable us to start the process in validating the year, make,
model and insurable interest;

¢ Settlement letter from the bank or Affidavit stating no HP Outstanding and confirming that the
vehicle is fully paid for. Please note all outstanding license fees and fines will be for the Insured’s
account (if any);

¢ Copy of ID (Proxy, if HP is applicable)

¢ Original REGISTRATION CERTIFICATE required before we can do any settlement to the client, if not
otherwise requested;

¢ 2 x original signed Change of Ownership forms;
* Proof of extra’s on vehicle which are not part of the retail value and specified (purchase invoice);
¢ All keys, remotes and manuals belonging to the vehicle

Please note that CIB or the investigator may request further information / documentation.

STOLEN VEHCILES

All motor theft claims require an investigator to be appointed. A LVA (layered voice analysis) will be
done, which may result in further investigation.

Client to assist / obtain the following documentation, and all documentation to be handed to the
Motor Claims Specialist, to assist with the total loss process:

¢ Copy of ID of registered owner.

¢ Copy of the registration certificate to enable us to start the process in validating the year, make,
model and insurable interest;
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¢ Settlement letter from the bank or affidavit stating no HP outstanding and confirming that the
vehicle is fully paid for. Please note all outstanding license fees and fines will be for the Insured’s
account (if any);

¢ Original DE-REGISTRATION CERTIFICATE required before we can do any settlement to the client;
¢ 2x original sighed Change of Ownership forms;

* Proof of extra’s on vehicle which are not part of the retail value and specified (purchase invoice);
¢ Al report / statement done at SAPS;

® Purchase invoice;

¢ Last service record for the insured vehicle;

* SAP 21;

 Proof of security / tracking device in vehicle. Tracking report from tracking company regarding the
incident;

¢ All keys, remotes and manuals belonging to the vehicle.

Please note that we or the investigator may request further information / documentation.

WINDSCREEN CLAIMS

All clients must report their claims to their broker that will facilitate the process.

Windscreen claims must be reported via e-mail to glassclaims@cib.co.za

The following minimum information is required on the mail to the Glass Claims Specialist to enable
us to arrange a repair or replacement:

e Personal policies: Insured’s contact details (cellphone number AND office/home/alternative
contact number);

e Commercial policies: Details and contact person that can be contacted to make the necessary
arrangements with (cellphone number AND office/home/alternative contact number);

¢ Location of vehicle;

¢ CIB policy number;

¢ Date of loss;

¢ Description of loss;

¢ Year, make and model of vehicle;

¢ Vehicle VIN number;

¢ Vehicle registration number;

* What glass is required? Front or back windscreen / details of side windows;

¢ Repair or replacement required?
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NON-MOTOR CLAIMS PROCESS

he Claim will be allocated to a Non-Motor / Fas
Track Claims Specialist after registration.

-

Validating of Claim by confirming the cover,
Kpremium payment and required documentation

Non-Motor Assessor / Investigator / Specialist
will be appointed, if applicable

Comparitive quotes to be obtained
via quoting solution

Comparative quotes to be
Authorisation, Settlement, Rejection obtained by claims specialist

process to be followed

A claim form fully completed and signed by the Insured is mandatory for each and every claim
submitted.

CIB approved suppliers must be used to obtain damage reports were applicable.

The below mentioned documentation is required for the following type of claims:

ALL RISKS / BUSINESS ALL RISK

Damaged:

¢ Damage report confirming cause of damage and if the item is repairable or not;
* Quotations / invoices for repair / replacement.

Stolen / Lost:

® SAP case number;

¢ Should the items be less than 12 months old or over the amount of R5 000.00, proof of ownership
/ valuation certificate / purchase invoice (Domestic & Commercial);

¢ Should the items be less than 12 months old or over the amount of R25 000.00, proof of
ownership / valuation certificate / purchase invoice (Vertex);

¢ Quotations / invoices for replacement;
¢ If stolen from an unattended vehicle, proof of forcible, violent entry / exit

¢ Confirmation of lightning / power surge protection
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HOUSEHOLDERS

Damaged:

¢ Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement.

Stolen / Lost:

* SAP case number;

¢ Should the items be less than 12 months old or over the amount of R5 000.00 , proof of ownership
/ valuation certificate / purchase invoice (Domestic & Commercial);

¢ Should the items be less than 12 months old or over the amount of R25 000.00 , proof of
ownership / valuation certificate / purchase invoice (Vertex);

e Quotations / invoices for replacement;

* Proof of alarm activation report or with violent intentions — to company / persons. (If applicable);
¢ Proof of forcible, violent entry / exit;

¢ Detailed list of claimed items;

¢ Detailed description of events.

HOMEOWNERS

Damaged:

¢ Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement.

¢ Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement.

Stolen / Lost:

* SAP case number;

 Proof of ownership / valuation certificate / purchase invoice (If required);

¢ Quotations / invoices for replacement;

¢ Detailed list of claimed items;

¢ Detailed description of events;

¢ Proof of forcible, violent entry / exit.

Flat Glass

¢ Detailed quotation;
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¢ Value of all glass at insured’s premises.
Geyser:
- Invoices:
¢ Detailed invoice
¢ Damage report or invoice should confirm the cause of the loss and serial number of the geyser
¢ Photos of the geyser, including serial number
¢ Detailed invoice
- Quotes:
¢ Damage report, or quote should confirm the cause of the loss and serial number of the geyser
¢ Photo of the geyser, including serial number

e COC —if this was done (not compulsory)

ELECTRONIC EQUIPMENT

Damaged:

¢ Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement;

¢ Confirmation of lightning / power surge protection

Stolen / Lost:

* SAP case number;

¢ Should the items be less than 12 months old or over the amount of R5 000.00, proof of ownership /
valuation certificate / purchase invoice;

¢ Quotations / invoices for replacement;

¢ Proof of forcible, violent entry / exit.

e If stolen from an unattended vehicle, proof of forcible, violent entry / exit
¢ Detailed list of claimed items;

¢ Detailed description of events

GOODS IN TRANSIT
¢ Waybills;
¢ Consignment notes;

¢ Quantum documentation — invoices / receipts / quotations;
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¢ PDP — Public Driving Permits;

¢ Copy of ID and Driver’s License, PDP of the Driver;
¢ Full description of event.

¢ Detailed list of claimed items;

¢ Detailed description of events

BUILDINGS COMBINED / BODY CORPORATE

Damaged:

¢ Damage report confirming cause of damage and if the item is repairable or not;
¢ Quotations / invoices for repair / replacement
Stolen / Lost:

* SAP case number;

¢ Quotations / invoices for replacement;

¢ Proof of forcible, violent entry / exit.

¢ Detailed list of claimed items;

¢ Detailed description of events

Flat Glass

¢ Detailed quotation;

¢ Value of all glass at insured’s premises.

FIRE SECTION

Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement.

¢ Confirmation of lightning / power surge protection

¢ Detailed list of claimed items;

¢ Detailed description of events

OFFICE CONTENTS

Damaged:
¢ Damage report confirming cause of damage and if the item is repairable or not;
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e Quotations / invoices for repair / replacement.
Stolen / Lost:
® SAP case number;

¢ Should the items be less than 12 months old or over the amount of R5 000.00, proof of ownership /
valuation certificate / purchase invoice;

e Quotations / invoices for replacement;
¢ Detailed list of claimed items;

¢ Detailed description of events;

 Proof of forcible, violent entry / exit.;

¢ Proof of alarm activation report or with violent intentions — to company / persons. (If applicable).

THEFT

* SAP case number;

¢ Should the items be less than 12 months old or over the amount of R5 000.00, proof of ownership
/ valuation certificate / purchase invoice;

¢ Quotations / invoices for replacement;
* Proof of forcible, violent entry / exit;

¢ Detailed list of claimed items;

¢ Detailed description of events;

¢ Proof of alarm activation report or with violent intentions — to company / persons (If applicable);

BUSINESS INTERRUPTION / ACCOUNTS RECEIVEABLE

¢ Quantification documentation;
¢ Contact details of the Insured for an assessor to be appointed.

¢ Detailed description of events

MONEY / FIDELITY

¢ Quantification documentation — cheques, receipts, deposit slips;
¢ SAP details;
e Full details of any cash handlers / cash carry companies — policy will state stipulations;

¢ Proof of category of safe;
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¢ Proof of alarm activation report or with violent intentions — to company / persons (If applicable);

¢ Detailed description of events.

GLASS SECTION / FLAT GLASS

¢ Detailed quotation;

¢ Value of all glass at insured’s premises.

ACCIDENTAL DAMAGE

¢ Damage report confirming cause of damage and if the item is repairable or not;
e Quotations / invoices for repair / replacement;
¢ Detailed list of claimed items;

¢ Detailed description of events.

PUBLIC LIABILITY

Written confirmation from claimant;
e Quantum Documentation l.e. Quotations / Invoices;
¢ Full description of events;

¢ Full details of third party i.e. full names, ID numbers, VAT number, physical address.

EMPLOYERS LIABILITY

Completed Personal Accident Claim Form,;

¢ Employer to confirm accident, i.e. Time and Place incident happened and under what
circumstances;

¢ Declaration of Employee’s earnings (current annual earnings and from previous financial year as
declared to the Receiver of Revenue);

¢ Proof of employment

¢ Medical declaration by attending doctor. We may at our discretion appoint our own medical
practitioner;

¢ Confirmation if there is any other cover in force;

¢ We will advise of any other requested documentation.
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GROUP PERSONAL ACCIDENT

* Completed Personal Accident Claim form,

e  First medical / progress report and final report,
*  Gross Annual Earnings,

*  Medical bills,

*  Confirmation of medical aid.

STATED BENEFITS SECTION

*  Completed Personal Accident Claim form,

*  Gross Annual Earnings,

e  First medical / progress report and final report,

*  Confirmation of report to Workers Compensation,
*  Progress from Workman’s compensation.

MECHANICAL BREAKDOWN SECTION

* Damage report confirming cause of damage and if the item is repairable or not,
e Quotations / invoices for repair / replacement,

* Detailed list of claimed items,

* Detailed description of events.

DETERIORATION OF STOCK (ONLY IF VALID CLAIM UNDER MECHANICAL
BREAKDOWN SECTION)

e Stock list / Detailed list of claimed items,
e Disposal certificate.
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