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HUGNG DAN
QUY TRINH YEU CAU HO TRO KHAN CAP
& QUY TRINH BOI THUGNG

BAO HIEM DU LICH TOAN CAU

Luu y: Ban huéng dén nay chi dugc sit dung dé dua ra cdac huéng dén can thiét
khi Quy khéch cén su hé trg va huéng dan hé so tham khdao chung cho titng
logi hinh tén thét/tai nan. Tay véo truéng hgp cu thé chitng tit yéu céu dé cap
du6i day cé thé thay ddi, hodc yéu céu cung cdip bé sung. ‘Quy khach hang can
doc toan bé néi dung hop dong bao hiém du lich duoc cdp. Trong moi truéng
hop, Ban huéng dén nay sé khong thay thé cho cdc diéu kién diéu khodn trong
néi dung hgp dong.

% YEU CAU HO TRGQ KHAN CAP

Trudng hop can hd trg khan cap, vui long lien he +84 28 38212108,
ddng thai huc hién theo cac huéng. dan ctia TMIV. Viéc di chuyen y té khan cép
hoac hdi huang sé& dugc Bon vi hé trg du lich ctia TMIV thu xép. Cac chi phi
thudc trach nhiém bao hiém sé dugc TMIV thanh toan cho Ban vj hd trg du
lich theo pham vi clia cac diéu kién diéu khoan clia hgp ddng bao hiém.

% THONG BAO TON THAT/ TAI NAN
1. Théng bao tén that:

Quy khach vui 1ong thong bao tén that cho TMIV trong vong 30 ngay ké tir khi
phat sinh sy cb dé dugc huéng dan chung tif cung cap va quy trinh giai quyét
bdi thusng. Viec théng bao tdn that cé thé thuc hién qua:

Pudng day nong hé tre du lich caa TMIV: +84 28 38212108 hoac
Email: travelmate-assistance@pacificcross.com.vn

2. Cac thong tin can cung cap khi théng bao tén that:

(a) $6 hap dong bao hiém

(b) Tinh huéng xay ra tai nan/ton that

(c) Ngay/ dia diém xay ra tai nan/tdn that
(d) MUic do ton that

(e) Tén, dia chi, sb dién thoai, email lién lac

% HUGNG DAN CHUNG TU CUNG CAP

A YEU CAU CHUNG CHO MOI TRUGNG HOP

1. Bon yéu cau bdi thusng: quy khach vui long lién hé TMIVhoac nha moi gidi
bao hiémhoac dai Iy du lich ho&c truy cap website ctia TMIV dé 14y mau don
yéu cau bbi thutng déng thsi dién day du théng tin vao Don yéu cau boi
thudng, ky tén va ndp vé Phong Bai thudng, Cong ty TNHH Bao hieém Bao Viét
Tokio Marine theo dia chi nhu trén.

2. Gidy chiing nhan bao hiém

3. Ban sao Ho chiéu (trang c6 thong tin ciia Quy khach va trang cé visa
va trang ¢6 dau ctia Co quan quan Iy xuat nhap canh)

4.Ban sao Vé may bay vaThé 1én tau bay

5. Tai liéu chiing minh do dai chuyén di (néu 1a Hop dong bao hiém
theo nam)

6. Tai liéu ctia cd quan xac nhan noi dung chuyén di (néu la Hop dong
bao hiém di cong tac)

6. Chting tif chiing minh tén that quy dinh theo tiing loai cu thé dudi
day.

B. QUYEN LGI TAI NAN

B1. Tai nan chét ngudi

a) Bién ban cong an

b) Gidy chiing i (Ban gbc/ Ban sao cong chiing)

¢) B4o c4o kham nghiém ti thi, théng tin bao chi... (néu cd)

d) Gidy t& chiing minh quyén clia ngudi thu huéng (CMT/ CCCD/ GKS,
van ban phan chia thita ké..)

B2. Thuong tat vinh vién

a) B4o cao y té va/ gidy chiing nhan thuong tat (ban géc/ ban sao cong
chlng)

b) Bién ban céng an

¢) Ban tudng trinh dién bién tai nan

C.QUYEN LGI Y TE

C1. Chi phiy té va diéu tri

a) Chiing i y té (két qua xét nghiém, X-ray, MRI, CT, chan doan, toa
thuée..)

b) Bién lai, Phiéu thu, Hoa don chi phi y té liéen quan (ban géc) va bang
ké chi tiét chi phi

d) Hoa dan chi phi di chuyén y té khan cap (ban géc)

e)B4o céoy té

C2. Quyén Igi trg cap nam vién
a)Bao caoy te ;
b) Gidy t§ ctia bénh vién néu thsi gian va ly do nam vién

D. CHUNG TU YEU CAU - NHOM QUYEN LGI KHAC
D1. Hiy chuyén di
a) Gidy chiing tl/Xac nhan cla bac st (truong hop hay chuyén do chét
hoac thuang ton 6m dau nghiém trong); giay t& chiing minh su kién bat
kha khang la nguyén nhan dan dén viéc hly bo chuyen di
b) Bang chiing vé méi lién hé vai ngudi than bi su cb (Gidy khai sinh/
Gidy chting nhan két hon..)

) Hoa don sé tién da nop truée chuyén di
d) Xé&c nhan cta dai ly du lich vé chi phi hoan tra.
e) Hoa don chi phi phat do hlly chuyén

D2. Cat ngan chuyén di

a) Hoa dan chi phi di lai va/ hoac chd & phat sinh thém

b) Thu xac nhan tif dai ly du lich ghi chi tiét phan chuyén di chua su
dung

¢) Gidy chting tu/Xac nhan cua bac st (truong hop cét chuyén do chét
hoac thuang ton 6m dau nghiém trong) giay td chling minh su kién bat
kha khang la nguyén nhan dan dén viéc cat ngén chuyén di

d) Cac hé so chiing minh méi lién hé véi ngudi than bi su cb (Gidy khali
sinh, Giay dang ky két hon..)

€) Xac nhan/Hoa don ctia khéach san vé cac chi phi da tra trudc hoéc bi
phat

D3. Bét coc va Con tin

a) B4o cdo cla canh sat hodc cua hdng hang khéng xac nhan Ngudi
dugc bao hiém 1a nan nhan ctia vu khéng tac, va thai gian bi khdng tac
bat gitt

b) Théng tin bao chi lién quan (néu cé)

D4. Mét, héng hanh ly/Vat dung ca nhan

a) B4o cao mat hanh ly/ hodc Bao c&o hanh ly bat thusng (néu hanh ly
bi héng) clia hang van chuyén.

b) Bién ban/ béo céo cong an.

¢) Théng tin chi tiét vat dung bi héng/ mat bao gdm: ngay mua, sb tién
mua, ndm san xuat, anh chup (néu cd) gti kém hoa don tai chinh c6 tén
ngudi mua hang hoac héa don ban 1é/ bién lai kém theo

X4c nhan thanh toan va céc gidy td khac chiing minh gia tri va quyén sé hiiu
dbi véi vat dung bi hong/ mét

d) Bao gia stia chiia/thay thé méi va hoa don, phiéu thu kém theo xac nhan
thanh toan stia chiia/ thay thé méi

€) Chiing ti boi thudng tir hang van chuyén hoac bén phai chiu trach nhiém vé
ton that

Luu y: Tén that do mét phai dudc bao cho cdng an trong vong 24 gid va ké
khai r& chi tiét vat dung bi héng/ mat

D5. Tré hanh ly

(a) Lich trinh chuyén bay

(b) B4o cao hanh Iy bat thudng ctia hang van chuyén

(c) Bién nhan hanh ly ky gui cia hdnh hang khéng/ Bién nhan hanh ly nhan lai
Luu y: chi dugc xem xét khi xay ra 6 nudc ngoai

D6. M4t tién mat va Gidy & du lich

a) Bién ban cong an

b) Chting tif chiing minh sé tién bi mét (bién lai rat tién, doi tién.)

) Hoa don/ Bién nhan chi phi 1am lai ho chiéu

d) Hoa dan chi phi khach san phat sinh chs 1am lai ho chiéu

e) Hoa don chi phi di lai phat sinh dé 1am lai ho chiéu

f) Hoa dan chi phi vé di lai bi m&t ma khéng dugc hoan lai tif nha van chuyén
Luu ¥: Phai théng bao tdn that cho céng an trong vong 24 gis

D7. Tré chuyén

(a) Lich trinh chuyén di

(b) Gidy t& du lich (Thé 1én may bay/vé may bay néu thgi gian bay thuc té)

(c) Van ban tu hdng van chuyen/dai Iy van chuyén xac nhan 1y do tré chuyén
vasé gig tré.

Luu y: diém khai hanh clia chuyén di bi tré phai ndm & nudc ngoai

D8. L& két néi chuyén

(a) Lich trinh chuyén di

(b) Gidy t& du lich ( thé Ién may bay/ vé may bay néu thdi gian cat canh thuc té
va thai gian két néi chuyén tai ..)

(c) Van ban ctia hang van chuyén cong cong/ hodc dai Iy van chuyén xac nhan
chuyén ket nbi bi cham tai diém két ndi.

(d) Ban géc hoa don/bién nhan chi phi an & phat sinh (d6i véi don “Di chuyén
trong kinh doanh”)

Luu y: diém két néi chuyén phai khac noi xuat phat ctia chuyén di.

D9. Trach nhiém c& nhan

Quy khach vui 1ong théng bao va cung cap kip thsi cac bién ban/ ching tif
khiéu nai ctia bén thi ba lién quan dén TMIV khi ¢6 phat sinh dé dudc hudng
dan phu hap.

Luu y: Ngudi dugc bao hiém khong dugc thiia nhan trach nhiem, dé nghi, hiia
hen ho&c bdi thudng khi chua cé su déng y trudc ctia TMIV.

% CACLUU Y KHAC

> Dé thuan tién, Quy khéch vui long gtii hd so yéu cau boi thusng dén van
phong gan nhat clia TMIV theo cac dia chi néu trén.

> Trong moi trudng hdp can bét ky su hd trg va tu van, vui long lién hé:
Pudng day nong hé tre du lich: +84 28 38212108 nhosc
Email: travelmate-assistance@pacificcross.com.vn

> Moiy kién dong gop, phan nan vé chat lugng dich vy, vui long lién hé:
Email: welisten@tokiomarine.com.vn hodc theo dugng dan dugi day
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GUIDELINE
EMERGENCY ASSISTANCE REQUIREMENTS
& CLAIM PROCEDURE

OVERSEA TRAVEL INSURANCE

Note: This guideline is only used to provide the necessary guidance when you
need assistance, and provides a general reference guide for each type of
injury / accident. Depending on the specific circumstances, the requirements
listed below may change, or additional requirements may be required.
Customers need to read the full contents of the travel insurance policy. In any
case, this guide will not replace the terms of the contract.

+ EMERGENCY ASSISTANCE

In case of need emergency assistance, please call +84 28 38212108,
and follow the instructions of the hotline center —the travel assistance agent
designated by TMIV. Emergency medical evacuation or repatriation will be
arranged by the travel assistance provider. Expenses covered by insurance
will be paid directly to the travel assistance provided by TMIV in accordance
with the terms of the policy.

«» NOTIFICATION OF LOSS/ACCIDENT
1. Notice Of Loss:

Please inform the travel assistance agent within 30 days from the date of
incident to be provided instructions on documentation and claim settlement
process. Notice of loss can be made by:

TMIV's Travel Assistance Hotline: +84 28 38212108 or
Email: customerservice@pacificcross.com.vn

2. Information to provide:

(a) Insurance policy number

(b) Situation of accident/loss

(c) Date/Place of accident/loss

(d) Extent of damage/loss

(e) Name, address, telephone number, email contact

+ DOCUMENT INSTRUCTIONS

A. GENERAL DOCUMENTS

1. Claim Form: Please contact TMIV/ or insurance agent / broker to obtain a
claim form. You are kindly requested to provided full requested information
therein, sign and return to the travel assistance agent.

2. Insurance Certificate

3. Copy of Passport (personal ID, and exit-and-entrance confirmation
page)

4. Copy of air ticket / boarding pass

5. Document proving the length of the trip (it is required for open
policy)

6. Business trip assignment confirmed by company (it is required for
business travel insurance)

7. Documents will be requested following to specific benefits as below.

B. DOCUMENTS FOR ACCIDENT BENEFIT

B1. Death accident

a) Police minutes

b) Death certificate (original/ notarized copy)

c) Report on post mortem examination, press information ... (if any)

d) Legal document of the beneficiary (notarized copy of ID/ Passport,
birth certificate, agreement of inheritance distribution or other
documents as stipulated by laws;)

B2. Permanent disability

a) Medical report, Injury assessment report (original / notarized copy)
b) Police minutes (notarized copy) (if any)

c) Report of the accident

C. DOCUMENTS FOR MEDICAL BENEFIT

C1. Medical expenses and treatment

a) Medical documents (testing results, X-ray, MRI, CT, diagnosis,
prescription ...)

b) Receipts, invoices (original) and details of receipts/ invoices

d) Ambulance fee bill (original)

e) Medical report

C2. Hospitalization allowances
a) Breakdown of hospitalization charge
b) Medical document to show diagnosis and duration of treatment

D. DOCUMENTS FOR NON-MEDICAL BENEFIT

D1. Travel Cancellation/Postponement

a) Death certificate / Doctor's confirmation (in case of cancellation of
a trip due to death or serious injury); Evidence proving cause of
cancellation

b) Evidence proving relative relationship with the victim (birth
certificate / marriage certificate...)

¢) Invoices/ Receipts of amount paid before the trip

d) Travel agent's confirmation of refunded amount

e) Invoices/receipts of travel cancellation charges

D2. Travel Curtailment/ Interruption

a) Travel tickets and accommodation fee incurred

b) Confirmation letter from the travel agent detailing the unused
portion of the trip

c) Death certificate / Doctor's confirmation (in case of a trip cut or
serious injury); Evidence proving cause of trip curtailment

d) Evidence proving relative relationship with the victim (birth
certificate / marriage certificate...)

e) Hotel confirmation / invoices of prepaid expenses

D3. Hijackers

a) A police or airline report confirming that the Insured Person was a
victim of the hijacking

b) Relevant press information (if any)

D4. Loss of baggage/ personal effects

a) Loss report/Unusual baggage report (if baggage is broken) of the
carrier

b) Police minutes

c) Details information of damaged/lost items include: purchase date,
purchase amount, production year, photos, purchase invoices/ bills/
receipts together with bank remittance and other document proven
owner and value of the damaged/ lost items

d) Quotation and invoice or bills/receipts together with bank
remittance of repair/ replacement cost

e) Compensation documents of carrier or liable party

Note: Loss cases must be reported to the police within 24 hours and
required to declared details lost items.

D5. Baggage Delay

(a) Flight schedule

(b) Report unusual baggage of the carrier

(c) Receipt of checked baggage of the airline / baggage receipt
Note: it is applied only for losses outside of Vietnam

D6. Loss of travel documents & money

a) Police minutes

b) Documents proving the lost money (cash withdrawals/cash exchange
receipts..)

c¢) Invoices / Receipts of passport re-issuance cost

d) Invoices of hotel expense incurred during period of passport re-
issuance

e) Invoices of transportation expense incurred during period of passport
re-issuance

) Travel ticket bills which are not refundable from the carrier

Note: Loss cases must be reported to the police within 24 hours

D7. Travel Delay

(a) Flight Schedule

(b) Travel documents (boarding pass / air ticket with actual flight time)
(c) Documents from the carrier / transportation agent confirming the
reason for the trip delay and the number of hours delayed.

Note: it is applied only for losses outside of Vietnam

D8. Travel Misconnection

(a) Flight Schedule

(b)Travel documents (boarding pass / air ticket showing actual take-off
time and connecting time )

(c) Document from the carrier / shipping agent confirming that
connection is miss at the connection point.

(d) Original invoices / receipts of accommodation expenses incurred
during travel misconnection (it is required for business travel insurance)
Note: it is applied only for losses outside of Vietnam

D9. Personal Liability

Please accordingly inform and provide all relevant documents/
evidences arising to the travel assistance agent. Basing on the certain
circumstances, travel assistance agent will have appropriated
instructions.

Note: please DO NOT accept/ admit liability, offer promise or indemnity
without the prior confirmation of TMIV

+ OTHER NOTES

» For your convenience Please kindly send all claim documents to
TMIV's nearest offices upon the above addresses.

» All cases of need, please kindly contact:

TMIV's Travel Assistance Hotline: +84 28 38212108 or
Email: customerservice@pacificcross.com.vn

» For customer’s voices on service, or complaint:
Email: welisten@tokiomarine.com.vn or




