Customer information

Need to make a claim?
Don’t delay… Report it
the same day.
Your ability to run your business is as important to us as it
is to you. Our priority is getting you back on track as fast as
possible after you’ve suffered a loss. If you need to make a
claim on your motor insurance policy, here’s how you can
help speed things up, reduce downtime and receive any
claims payments faster - as well as helping to control the cost
of future insurance premiums.
The cost of motor insurance claims is rising, and the number of fraudulent
insurance claims is soaring. Late reporting of claims is an issue that can affect
claims costs significantly, so one way you can help is to tell us about any
incidents immediately, ideally by reporting it roadside, in the “golden hour”
of it occurring.
As well as speeding up the process of getting your vehicle back on the road,
in the event of a fault claim involving a third party we can begin our immediate
‘capture’ process, offering to repair the third party vehicle within our network
and providing an alternative vehicle during repairs if needed. Proactive claims
management significantly reduces cost by minimising credit hire and credit
repair and additional legal costs, which in turn, can reduce your premium spend.
By making early contact with the third party we can also help to positively
influence your company reputation.

How should I make a claim?
Freephone 0808 100 8181
You can make a claim 24 hours a day, every day. The sooner you report it,
the quicker we can get to work dealing with the claim, sorting a courtesy
vehicle and getting any payments to you.
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What information should I provide?
The more information you give us, the more it will help.
> What has happened?
> Where and when the incident occurred
> Your insurance policy number
> Vehicle registration
> Driver’s name
> Driver’s date of birth
> Date when driver passed their test
> Details of any convictions or medical conditions
for the driver
> Details of any third parties involved
> Numbers of and details of any passengers
in the vehicle(s)
> Details of any witnesses
> Details of any police officers attending the scene
> What was the vehicle being used for?
> Damage to the vehicle(s)
> Any photos or video footage showing damage
to the vehicle(s).

What happens next?
After you’ve notified us, you will benefit from our approved
repair network, fixed labour rates, and a proactive parts
management service which means that on average
vehicles are back on the road up to seven days quicker
than via non-approved repairers.
Our service includes:
> Nationwide repair capability for all vehicle types
> Mobile repair service for minor damage
> Free delivery and collection of the vehicle
> All repair work guaranteed for three years
This is available to all customers with comprehensive
insurance. All you will pay is any applicable excess and VAT.

While your vehicle is being repaired, if you use our
approved repairer network, we can arrange a courtesy car
(category A or grade 1) subject to availability, or it may be
possible to provide a van. If you require a similar vehicle to
the one being repaired, it may be possible for us to arrange
a suitable replacement at competitive hire rates, at a cost
to you.

Total loss
If your vehicle is declared a total loss, we will instruct
a qualified motor engineer to inspect and value it.
After receiving the engineer’s report declaring it as a total
loss, we will contact you and look to confirm settlement.
We don’t require documentation in order to settle a total
loss claim, the only exception to this rule is if the vehicle is
stolen / unrecovered, where we require the original V5 and
the keys to the vehicle to be submitted to us if they are still
in the policyholder’s possession.

Uninsured loss recovery
Where the circumstances of an incident indicate that you
are not at fault, we will automatically instruct our loss
recovery partner to pursue any uninsured losses against
the negligent party.

Broken windscreen?
With any windscreen damage, you should act quickly
because glass damage can deteriorate and may make
a repair impossible.
Phone our Claims Line on Freephone 0808 100 8181 and
we’ll direct you to our recommended specialist, Autoglass,
the UK’s leading vehicle glass repair/replacement company.
If the damage is covered by your insurance policy,
they can carry out the work immediately, with no claim
form required. You’ll be required to pay any policy excess
to them at the time the work is completed, along with VAT
if applicable.
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Theft or attempted theft?

Reduced excess for early claims reporting

If your vehicle is involved in theft or attempted theft,
you should phone our Claims Line on Freephone
0808 100 8181.

To encourage our customers and insurance broker
partners to help us drive down insurance claims costs,
we offer a money-saving reduced excess for early claims
reporting where customers report the claim to us by
telephone within 24 hours of the incident; and where
vehicle repairs are carried out by a QBE
approved repairer.

We will liaise with the Police on theft cases, so please
ensure the incident has also been reported to them and
let us have the Police station address and the crime
reference number.

Accident while abroad?
If you need any help you can phone our Claims Line on
Freephone 0808 100 8181. When you phone us from
abroad your call will be answered in English.
If you are involved in an incident in Europe, you may be
asked to sign a form which outlines the facts. Its purpose is
to facilitate an exchange of information and if possible, an
agreement over the circumstances. You are not obliged to
sign it, but if you do, particularly if its contents are not fully
understood, you should add in English: “I do not accept
any responsibility for this accident.”

Please ask us for more information.
Note that this doesn’t apply to windscreen claims,
claims for the total loss of an insured vehicle, or to our
digitally-traded Minibus and Mini Fleet insurance.
Please refer to your insurance policy wording for full details
of your duties in the event of a claim or potential claim.
Thank you for choosing QBE.

Did you know...?
As well as the vehicles, we can insure the business.
Ask your broker about QBE Business Insurance.
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