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01
DRIVABLE MOTOR CLAIMS

Where a client is still able to drive 
their car after an accident

Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns can 
easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Repair/settlement 
process

Repair/settlement 
completion

STEPS 1, 2 AND 3 – NORMAL TIME TO COMPLETION: FOUR DAYS

As soon as we are notified of a claim, we start our claims verification and assessment process. 

Claims verification

Claims verification includes confirmation of the following:

 A mandated party is providing the details  

 Sketch and description of the incident

 Cover is in place as per the contract (and premiums paid are up-to-date) 

 Police accident report number, with police station details or the actual accident report

 Accident driver details, including driver’s licence 

 Third party details (if applicable)

 Date, time and place of the incident

 Witness information (if applicable).
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Assessment

The client will be requested to go 
to their nearest Discovery Insure 
accredited drive-in-centre to complete 
an assessment. The assessment will take 
approximately 15 minutes, depending on 
the damage. Discovery Insure will receive 
the assessment report within 48 hours  
of the assessment taking place. 

Authorisation

As soon as we have verified all the 
information and received the assessment 
report, we’ll authorise the claim. This 
should be within two working days of 
receiving the assessment report.

Under certain circumstances,  
a senior assessor will be appointed  
to investigate the claim, which may  
delay the authorisation of the claim. 

If a claim is found to be invalid and hence 
rejected, we will notify the adviser of  
the rejection and provide a letter for  
the client with reasons for the rejection.  
The letter will provide the client with  
relevant details (contacts and timeframes)  
should they wish to dispute the rejection.

S TEPS 4 AND 5 – NORMAL 
T IME TO COMPLE TION:  
A S PER THE CLIENT/SERVICE 
PROVIDER AGREEMENT

Car hire

Upon authorisation, we’ll appoint a 
service provider and explain the car hire 
process. The client needs to confirm their 
appointment with the service provider. 
After the appointment is confirmed,  
we will arrange car hire for the client 
(unless the client is on the Essential Plan 
with no car hire selected). 

On collection of the Avis vehicle, a hold 
will be placed on the client’s credit card 
or the client can pay a fully refundable 
deposit to Avis, for the amount of R1 350. 
This will cover potential costs that may  
be incurred by Avis, for example petrol 
and toll fees. 
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The repair process

The service provider will communicate 
the expected repair timelines to the client 
and will let the client know if there are 
any delays during the repair process. As 
soon as the repair is complete, the client 
will be notified by the service provider to 
collect their car and Discovery Insure will 
notify the client to return their car hire, if 
still applicable. 

The client will pay their excess to the 
service provider on collection of the 
vehicle or they can instruct Discovery 
Insure to use their Excess Funder Account 
to cover this cost.

If the repair process exceeds the 
maximum allowable time car hire is 
granted for (generally 30 days or 60 days 
if the extender option has been taken, 
as per the Plan Schedule), the claims 
consultant will notify the client that the 
car needs to be returned or, if retained, 
the additional costs will be for the  
client’s account.

 
 
 

Vehicle accessories and sound  
equipment claims 

The process is the same as the drivable 
motor claims process. 

If the item cannot be repaired, we will 
replace it as follows: 

  If it is more than a year old, we use the 
TransUnion Auto dealers Guide values. 

  If the item is less than a year old, the 
client needs to obtain a replacement 
quote, which we will settle.
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02
NON-DRIVABLE MOTOR CLAIMS

Where a client is unable to drive  
their car after an accident

Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns  
can easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

S TEPS 1,  2 AND 3 – NORMAL T IME TO COMPLE TION: SIX DAYS

As soon as we are notified of a claim, we start our claims verification and assessment process. 

Claims verification

Claims verification includes confirmation of the following:

 A mandated party is providing the details  

 Sketch and description of the incident

 Cover is in place as per the contract (and premiums paid are up-to-date) 

 Police accident report number, with police station details or the actual accident report

  Accident driver details, including driver’s licence 

 Third party details (if applicable)

 Date, time and place of the incident

 Witness information (if applicable).

STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Repair/settlement 
process

Repair/settlement 
completion
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Towing

The vehicle will need to be towed by a 
preferred service provider, to avoid the 
client incurring additional costs. If a non-
approved service provider is used, only 
R1000 will be covered and the client will 
need to fund the balance. Clients should 
call 0860 751 751 or 0860 999 911 at the 
accident scene to arrange an approved 
service provider. If a client arranges 
towing directly, without consulting 
Discovery Insure, then the details  
of the towing operator, time of towing 
and location of the towed vehicle need  
to be provided to Discovery Insure by  
the client.  

Client transport

Our emergency service provider will 
assist the client with transportation from 
the accident scene to their residence 
or work, or if they are travelling, 
with emergency car hire or hotel 
accommodation.  

Assessment

Vehicles will be moved to our preferred 
provider, SMD, for assessment, provided 
there is no undercarriage damage.  
If there is undercarriage damage,  
the vehicle might be moved to the  
closest service provider to be hoisted  
for the assessment. Discovery Insure  
will arrange this.

Under certain circumstances, a senior 
assessor will be appointed to investigate 
the claim, which may delay the 
finalisation of the claim. 

Authorisation

A claim is automatically logged by our 
emergency service provider and allocated 
to a claims consultant. The consultant 
will contact the client within 24 business 
hours and begin the claims process, 
including arranging car hire.  

As soon as we have verified all the 
information and received the assessment 
report, we’ll authorise the claim. This 
should be within two working days of 
receiving the assessment report.

If the claim is found to be invalid and 
hence rejected, we will notify the  
adviser of the rejection and provide  
a letter for the client with reasons for  
the rejection. The letter will provide  
the client with relevant details  
(contacts and timeframes) should  
they wish to dispute the rejection.
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S TEPS 4 AND 5 – NORMAL 
T IME TO COMPLE TION: 
DEPENDENT ON REPAIR  
T IME OR DOCUMENTATION 
AND KE Y COLLEC TION 

Repairs

Upon authorisation, we’ll appoint  
a service provider and deliver the car 
to the service provider to commence 
repairs. The service provider will 
communicate the expected repair 
timelines with the client and will let  
the client know if there are any delays 
during the repair process. As soon as 
the repair is complete, the client will be 
notified by the repairer to collect their  
car and the Discovery claims consultant 
will notify the client to return their car 
hire, if still applicable. 

The client will pay their excess to the 
service provider on collection of the 
vehicle or they can instruct Discovery 
Insure to use their Excess Funder Account 
to cover this cost. 

If the repair process exceeds the 
maximum allowable time car hire is 
granted for (generally 30 days or 60 days 
if the extender option has been taken), 
the claims consultant will notify the client 
that the car needs to be returned or,  
if retained, the additional costs will be  
for the client’s account.

Write-offs

If the car is declared a write-off (due to 
damages being uneconomical to repair), 
we will notify the client of this upon 
authorisation. A settlement value will be 
calculated, based on either retail, market, 
or nominated value (whichever has been 
selected, as per the Plan Schedule).

The following is needed before the final 
settlement can be processed:

  If the vehicle was financed,  
a settlement letter and copy of the 
original registration documents from 
the finance house. For credit shortfall 
cover, a copy of the Hire purchase 
agreement is also needed.

  If the vehicle was not financed, 
Notice of change of ownership and 
the original vehicle registration 
documents.

  The original registration documents 
and keys. Our service provider, Berco, 
will contact the client to collect these.

   The excess will be deducted from 
the settlement payout to the client/
finance house (or the client can 
instruct us to use their Excess  
Funder Account).

  If the client is deceased, we will need 
the details of the appointed executors 
and an executor letter stamped by  
the bank.

If the vehicle was first registered within 
less than 12 months, we will replace it 
with a new vehicle at the same or similar 
specification as the vehicle that was 
written off. The default option is for us  
to use our existing suppliers to procure 
this, however, if the client wishes to use 
their own motor dealer, we will settle with 
the supplier directly at a value no greater 
than the amount we would have been 
able to procure the vehicle for. 
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Vehicle accessories and sound  
equipment claims 

The process is the same as the  
non-drivable motor claims process.

If the item cannot be repaired,  
we will replace it as follows: 

  If it is more than a year old, we use the 
TransUnion Auto dealers Guide values. 

  If the item is less than a year old, the 
client needs to obtain a replacement 
quote, which we will settle.
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STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Settlement 
process

Settlement 
completion

03
THEFT MOTOR CLAIMS
Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns  
can easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

STEPS 1, 2 AND 3 – NORMAL TIME TO COMPLETION: FIVE DAYS

As soon as we are notified of a claim, we start our claims verification and assessment process. 

Claims verification 

Claims verification includes confirmation of the following:

 A mandated party is providing the details  

 Police number, with police station details

 Cover is in place as per the contract (and premiums paid are up-to-date) 

 Witness information (if applicable)

  Discovery Insure will obtain a Unicode report from the police,  
which confirms that the theft was reported 

 Noted driver on the Plan

 Date, time and place of the incident. 
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Car hire

Car hire will be immediately arranged for 
the client by the Discovery Insure claims 
consultant (up to a maximum of  
30 days or 60 days if the extender option 
is chosen, as per the Plan Schedule),  
if needed.

S TEPS 4 AND 5 – NORMAL 
T IME TO COMPLE TION: 
DEPENDENT ON 
DOCUMENTATION AND  
KE Y COLLEC TION 

The following is needed before  
final settlement:

  If the vehicle is financed, a settlement 
letter and copy of the registration 
documents from the finance house. 
For credit shortfall cover, a copy  
of the Hire purchase agreement  
is also needed.

  If the vehicle was not financed,  
the client must deregister the  
stolen vehicle and provide the  
signed Notice of change of  
ownership and the original  
vehicle registration documents. 

  The original vehicle documents  
and keys. Our service provider, Berco,  
will contact the client to collect these.

  The excess will be deducted from the 
settlement payout to the client/finance 
house (or the client can instruct us to 
use their Excess Funder Account).

If the vehicle was first registered within 
less than 12 months, we will replace it 
with a new vehicle at the same or similar 
specification as the vehicle that was 
written off. The default option is for us to 
use our existing suppliers to procure this, 
however, if the client wishes to use their 
own motor dealer, we will settle with the 
supplier directly at a value no greater 
than the amount we would have been 
able to procure the vehicle for.

Vehicle accessories and sound  
equipment claims 

The process is the same as the theft 
motor claims process. 

We will replace the item as follows: 

  If the item is more than a year old, 
we’ll use the TransUnion Auto dealers 
Guide values.

  If it is less than a year old, the client 
needs to obtain a replacement quote, 
which we will settle.
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STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Repair/settlement 
process

Repair/settlement 
completion

04
GLASS MOTOR CLAIMS
Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns  
can easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

S TEPS 1,  2 AND 3 – NORMAL 
T IME TO COMPLE TION:  
ONE DAY

As soon as we are notified of a claim, 
we start our claims verification and 
assessment process. 

Claims verification 

Claims verification includes confirmation  
of the following:

  A mandated party is providing  
the details  

  Cover is in place as per the contract  
(and premiums paid are up-to-date)

 Noted driver on the Plan

  Date, time and place of the incident. 

As soon as the claim is authorised,  
we’ll appoint Grandmark Glass to repair 
or replace the windscreen. Grandmark 
will contact the client within 24 hours  
and the repair/replacement will be 
arranged immediately. 

The client will pay the excess to the 
service provider once the glass has been 
replaced or instruct Discovery Insure  
to use their Excess Funder Account.

Should Grandmark not have availability  
of the required glass, an alternate service 
provider will be appointed.

If the claim is found to be invalid and 
hence rejected, we’ll notify the adviser 
of the rejection and provide a letter for 
the client with reasons for the rejection. 
The letter will provide the client with 
the relevant details (contacts and 
timeframes) should they wish to dispute  
the rejection.
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STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Repair/settlement 
process

Repair/settlement 
completion

05
NON-MOTOR DAMAGE CLAIMS
Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns  
can easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

STEPS 1, 2 AND 3 – NORMAL TIME TO COMPLETION: FOUR DAYS

As soon as we are notified of a claim, we start our claims verification and assessment process. 

Claims verification 

Claims verification includes confirmation of the following:

 A mandated party is providing the details  

 Detailed description of the incident

 Cover is in place as per the contract (and premiums paid are up-to-date) 

 Plan address

 Date, time and place of the incident 

 Damage report and/or repair quote.

A service provider and/or an assessor will be appointed. Larger and complex claims will 
result in a senior assessor and/or service provider being appointed. The service provider 
and/or assessor will contact the client to make an arrangement for an assessment. 
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The assessment report will be sent  
to Discovery Insure within 48 hours of  
the assessment taking place. The claim 
will be finalised within two working days 
of receiving the assessment report.  
In certain circumstances, a senior 
assessor will be appointed to investigate 
the claim, which could delay the 
finalisation of the claim.

If the claim is found not to be valid and 
hence rejected, we’ll notify the adviser 
of the rejection and provide a letter for 
the client with reasons for the rejection. 
The letter will provide the client with 
the relevant details (contacts and 
timeframes) should they wish  
to dispute the rejection. 

S TEPS 4 AND 5 -  NORMAL 
T IME TO COMPLE TION:  
A S PER THE CLIENT/SERVICE 
PROVIDER AGREEMENT 

Upon authorisation, the service 
provider(s) will commence with the repair 
or replacement. The service provider(s) 
will contact the client and discuss the 
quickest way to commence the repairs.

Where an excess applies, the client will 
pay the excess to the service provider  
on collection.
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STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Claim notification Claim verification  
and assessment

Claim 
authorisation

Settlement 
process

Settlement 
completion

06
NON-MOTOR THEFT CLAIMS
Discovery Insure strives to resolve all claims swiftly, efficiently and with minimum 
inconvenience to our clients. By understanding the claims process, clients’ concerns  
can easily be addressed, helping to ensure they have a great claims experience.  

Every claim follows the same basic five steps to completion:

S TEPS 1,  2 AND 3 – NORMAL T IME TO COMPLE TION: F IVE DAYS

As soon as we are notified of a claim, we start our claims verification and assessment process. 

Claims verification

Claims verification includes confirmation of the following: 

 A mandated party is providing the details  

 A list of all items stolen 

 Cover is in place as per the contract (and premiums paid are up-to-date) 

 Proof of ownership and valuation within two days of registering the claim

 Date, time and place of the incident 

 ITC blacklist for tablets and cellphones

 Detailed description of the incident 

 SAPS case number

 Plan address 

 Alarm report, if the alarm warranty is applicable for contents claims.
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The claim will be authorised within 
two working days. Under certain 
circumstances, a senior assessor will be 
appointed to investigate the claim, which 
may delay the finalisation of the claim. 

If the claim is found not to be valid and 
hence rejected, we’ll notify the adviser 
of the rejection and provide a letter for 
the client with reasons for the rejection. 
The letter will provide the client with 
the relevant details (contacts and 
timeframes) should they wish to dispute 
the rejection. 

S TEPS 4 AND 5 -  NORMAL 
T IME TO COMPLE TION: A S 
PER THE CLIENT/SERVICE 
PROVIDER AGREEMENT 

Upon authorisation, the service 
provider(s) will commence with the 
replacement. The service provider(s) 
will contact the client and discuss the 
quickest way to settle the claim. 

Our obligation is to return the client to 
the position they were in prior to the loss 
and, therefore the default option is the 
replacement of the item. The client will 
pay the excess to the service provider  
on collection of the item.
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07
FASTTRACK CLAIMS FOR  
SPECIFIED ELECTRONIC  
PORTABLE POSSESSIONS

With FastTrack claims, we aim to replace a stolen or lost cellphone, laptop or tablet to  
a qualifying client within 48 hours. Our promise to our clients is that, if we fail to do this, 
we will waive their excess. 

The FastTrack claims qualifying criteria are as follows: 

 The claim must result from a theft or a total loss. 

  The item being claimed for must be specified within the portable possessions section 
of cover and not be covered under the General clothing and personal effects section of 
cover (with the exception of the Executive Plan).  

  The client must have a credit card as they will be required to pay the applicable excess 
via an online portal.

 All premiums within the last six months should be fully paid. 

 The Planholder must not be claiming for the second time within three months. 

 The Planholder must have a favourable ICS score. 
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08
CLAIMSVIEW

Discovery Insure has developed ClaimsView, a portal that allows clients and their financial 
advisers to follow the progress of their claims online, from start to finish.

Financial advisers can access ClaimsView from the Financial Adviser Zone.

ClaimsView is integrated with the Discovery Insure claims system. If a client has logged  
a claim, they’ll see information about their claim on the ClaimsView dashboard.  
The dashboard will be updated when our Claims team and/or service providers  
make any updates to the progress of the claim. 

Clients will see a summary of their current claims under Active claims. They’ll see further 
details if they click on View detail.

They’ll also see details of any previous claims under Claims history.

ClaimsView will show all claims registered from 1 March 2015.

It is an additional benefit, and does not replace the normal Claims process  
and communications.
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