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CLAIM PROCEDURE FOR MOTOR INSURANCE
- QUY TRINH BOI THUGNG CHO HPBH XE CO GIGI -

1. ACTIONS TO BE TAKEN IN CASE OF LOSS / DAMAGE FOUND : )
NHUNG VIEC PHAI LAM TRONG TRUGNG HOP PHAT HIEN RA TON THAT

NO. ACTIONS The Insured TMIV TIME REMARKS
(STT) (CAC BUGC THUC HIEN) NDBH CTBH (THOI GIAN) GHI CHU
‘STEP 1: CLAIM NOTICE (AT SITE) - THONG BAO TON THAT
1 Take any necessary measures to minimize loss. v Immediately
Thuc hién cac bién phap can thiét dé giam thiéu rai ro. Ngay lap tiic
Notice of Claim to TMIV (by phone /email/ digital media) Indemnity reduction of 10% in case of vehicle owner's
Thong béo ton that cho TMIV ( bang dién thoai / email/ phudng tién dién tu) failure to give timely notice to related parties as
I diately
2 . ) . . - o . v mme ,Ia e'y mentioned in Article 22.
Note / Luu y: Claim Notice must be in writing within 5 days since loss date Ngay lap tiic Gidm trit béi thudng 10% néu chi xe khong thong bio
Théng béo ton thét bang vin ban phdi giti trong vong 5 ngay ké tir ngay phat sinh thiét hai theo quy dinh (DKZgZ) : 9 9
Notice the accident to Police agency
3 Thoéng bao tai nan cho cd quan Cong an. v Immediately
Ngay lap tic
(Tham chiéu D38.Luat GTDB2008, D5.TT63/2020_BCA)
| f h d 3
4 Take photos ( general view, details, etc.) v Immediately ;::setsmnea;g ?:::i: nan
Chup anh hién trusng - tif tong quan dén chi tiét. Ngay lap tic 9 g hop annang
These are evidences for accident verification and/ or
5 Record the site and related evidences, photos (video) as v Immediately claim review
Thuc hién quay video vu tai nan va hién trusng Ngay lap tiic C0 56 xem xét va/ hodc xac minh vu viéc
6 Take medical tests for alcohol level, etc. when requested v When requested

Thuc hién xét nghiém cac chi sb lién quan, néu dugdc yéu cau Khi dugc yéu cau

‘STEP 2: COVERAGE REVIEW - XEM XET PHAM VI BAO HIEM

7 Instruct Claim procedure.
Huéng dan quy trinh Bdi thusng.

Immediately after receipt of claim notice
v Ngay lap tic sau khi nhan dugc théng bao
t6n that

8 Loss survey at site or Dealers or as agreed
Giam dinh ton thét tai hién trusng hoac tai Dai ly stia chifa hoac theo thoa thuan v

At the soonest time
Trong thdi gian sém nhat

9 Collect claim documents ( as required ) and submit to TMIV.
Chuén bi hd so yéu cau bdi thusng dé gtii sang TMIV. v

At the soonest time
Trong thdi gian sém nhat

10 Review documents and approve on the repair estimation based on the damage extent

Xem xét chiing tif va duyét bao gia sia chiia theo muc d6 thiét hai thuc té

Note/ Luu y : Refer to Table of Partial Depreciation Rates for vehicles used more than 03 years
(except for additional clauses as agreed) v
Tham chiéu Bang ti lé khdu hao bd phan dp dung di véi xe sit dung trén 3 nam (trit TH c6 thoa
thudn khac)

At the soonest time
Trong thdi gian sém nhat

‘STEP 3: CLAIM SETTLEMENT - GIAI QUYET YEU CAU BOI THUGNG

11(a) the repair pay (at TMIV appointed Workshop). v After repair completed. When TMIV received all required doccument.
Bao lanh thanh toan (Tai cac dai ly hop tac véi TMIV). Sau khi xe stia chiia xong. Khi TMIV nhan du gidy td yéu cau.
11(b) |Processing claim documents and request for additional documents (if any) v

Within 15 days upon receipt of claim
dossiers submitted legally and efficiently.
Trong vong 15 ngay ké tir ngay nhan di ho
sd boi thudng hap [é.

Giai quyét boi thudng va yéu cau bd sung thém hé so (néu co)

YOUR ATTENTION / LUU Y:
1. In case of any particular case requiring further review and investigation, we'll keep you informed of the tentative schedule by email. or via TMIV's digital application.
Trong TH c&n thém thai gian dé diéu tra va danh gia, ching t6i sé thong bao vé ké hoach du kién qua thu dién tir hoac cac (ing dung dién tif khac cia TMIV.

2. Hotline / Budng day néng 24/7 : 1900 888996
Customer Service / Dich vu khdch hang: [North/Mién Bac] 0915.34.14.99 o/ hoac [South/Mién Nam] 0934.383.484

3. For customer's voices on service or complaint, please contact below mail or link / Moi y kién dong gop, phan nan vé chat lugng dich vy, vui long lién hé:
Email: welisten@tokiomarine.com.vn or/hodc theo dudng dan duéi day:

4. The claim procedure will be updated for detailed guidance based on any changes in new regulations and practice in claim settlement. Please kindly refer to the latest version on the pany website - www.toki ine.com.vn
Quy trinh béi thudng sé dugc cap nhat hudng dén chi tiét dua trén bdt c thay ddi ndo vé quy dinh ludt va/ hodc thuc tién phdt sinh trong qud trinh xi ly bdi thudng. Vui long tham khdo hudng dén trén website cong ty -
www.tokiomarine.com.vn .

Thank you for your kind support / Cam on su hd trg cia Quy khach.

TMIV Public P

TMIV_Motor Claim Procedure_v04_eff.20.11.2025



TMIV Public P

Tokio Marine
Insurance Vietnam Co.,Ltd.

A member of the

Tokio Marine Group TOK]O MARI N E
INSURANCE GROUP

Il. CLAIM DOCUMENTATION / DANH MUC HO SO YEU CAU BOI THUGNG
Luu y / Note:

Cac tai liéu yéu cau bbi thusng phai co6 dau cta cac bén lién quan./ All the claim documents need to be stamped by related parties.
NO. DOCUMENT LIST INSURED REMARKS
(STT) DANH MUC CHUNG TU CAN CUNG CAP NDBH GHI CHU

| - DOCUMENTS OF INSURED VEHICLES / CAC TAI LIEU CHUNG MINH VE POI TUGNG THAM GIA BAO HIEM
( Copies certified legally or by TMIV staffs after checking with the ORIGINAL ones / Ban sao cong chiing hodc dugc xac nhéan béi dai dién TMIV sau khi déi chiéu ban géc)

Driving license.

Bding ldi xe - photo hai mat.

Certificate of insurance and/or insurance policy

Gidy chiing nhan Bao hiém va/ hodc don béo hiém

Registered card or certified one attached with valid original receipts of credit
institutions substituting for original vehicle registration certificates during the
period in which the credit institutions hold original vehicle registration
certificates)or proofs of vehicle title transfer and proofs of vehicle origins

3 |Pdng ky xe, hodc v
Ban sao chiing thuc kém bén géc gidy bién nhan cia td chiic tin dung con
hiéu luc, hodc

chiing tit chuyén quyén sé hiiu xe va chiing tit ngudn goc xe

- Required at the Step 1 - Claim Notice (At Site)
Cung cap ngay khi théng bao tdn that
- Submitted right at time of the Interim Request for Damage in terms of
Health, Death
Cung cép khi c6 yéu cau Tam ting d/v thiét hai vé stic khée, tinh mang

Periodical inspection certificate for technical safety.
4 |Chiing nhan déng kiém-photo cd trang chiing nhéan thai han déang kiém. v

ID Card or citizen identification card or passport or other identifications of
driver

5 . . v
Giay chiing minh nhan dan hoac thé Can cuéc cong dan hoac Ho chiéu hoac
cac gidy td tly than khac cha ngudi lai xe
Insurance Policy.
6 v v

Don béo hiém.

Il - DOCUMENTS OF THE ACCIDENT / CAC TAI LIEU LIEN QUAN DEN TAI NAN

7  |First Notice of Loss in writing which is signed and sealed by authorized To record the FNOL and do not apply penalty of late notice/

person (See attached) Dé ghi nhan thong bao ban dau va ko bi ap muic ché tai do thong bao
Thong bao ton that ban ddu bang van ban dudc ki va dong dau bdi ngudi muén theo quy dinh cla Luat va/ hoac diéu kién don BH

dudc Gy quyén (theo mau)

Motor accident claim note which is signed and sealed by authorized person (
g [|seeattached). v
T& khai yéu cu béi thusng theo méu dinh kem.

Motor accident report & interim request( see attached, if arising).

’ T6 khai yéu cdu bdi thusng tam ting theo mdu dinh kém, néu phat sinh Y
Confirmation report on the accident between related parties, if required Normal Case.
10 |Bién ban xac minh vu tai nan, néu can v v Trudng hop tai ngn, va cham théng thudng.
Photos, GPRS records, etc. as evidence.
11 ., o v
Anh chup, dit liéu GPS....
12 St'lrvey’Rep.c’)rt. ' y
Bién ban giam dinh.
Police report: In case of :
+ Police report upon inspection at the scene of accident; + Heavy physical damage;
+ Police report on inspection of motor vehicle and property damage; + Recovery against Third Parti(es) or Liable Parti(es) due to their faults /
+ Police's conclusive report on investigation of accident; liabilities.
+ Police report on settlement of the case; Trong truéng hop:
+ Picture of Accident. + Thiét hai vat chdt 16n;
13 |B6 hé so cong an giao thong: v v + Phat sinh trdch nhiém cua bén thi ba hodc cac bén cé trach nhiém
+Bién bdn cong an; can thuc hién truy doi
+S0 db hién trusng;
+Bién ban kham nghiém cdc xe lién quan dén tai nan;
+Bién ban giai quyét tai nan giao thong;
+Anh hién trusng (néu cé).
In case of interim payment for TPL (Bodily Injury) for accident causing
the dead to third party and passenger OR accident to verify the fault
caused absolutely by third party
Final investigation of accident OR Final conclusion of accident. Thong b&o két Trong TH bdi thudng tam ting cho bén thit 3 (thuong tat than thé)
14 |qua diéu tra xac minh, giai quyét vu tai nan v v + Lién quan dén vu tai nan gay ti vong ddi véi ngudi thr ba va hanh
HOAC Théng bao két luan diéu tra gidi quyét vu tai nan khach hodc trudng hdp cin xac minh vu tai nan cé nguyén nhan do L6i

hoan toan cda ngudi thi ba
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Il - DOCUMENTS OF CLAIM AMOUNT / CAC TAI LIEU LIEN QUAN DEN SO TIEN YEU CAU BOI THUONG

15

Quotation, invoices and other related documents for repairing costs.
Bdo gia hod don / chiing tir khac chiing minh cho viéc stia chiia. v v

Insured's authorized stamp on the approved quotation
NDBH can xac nhan trén Bao gia da dudc duyét

16

Claim letter from Third parties
Céng véin doi boi thudng ctia Bén thit ba

17

Quotation, invoices and other related documents for repairing costs of Third
party's properties.

Bdo gia hod don / chiing tit khéc chiing minh cho viéc stia chita tai sén cta v
Bén thi ba

18

Bodily injured doccument:

+ Medical prescription.

+ Bill, invoice related that be reasonably.
Chting tit lién quan dén viéc chiia tri.

+56 kham chiia bénh.

+Hod dan, chiing tu hgp ly.

** In case of Interim Request (Compulsory TPL), a certified full set of docs are
submitted: (D13, ND67.2023)

+ Certificate of Bodily Injury / Chiing nhén Thuong tich

+ Medical Reports / Hb s6 bénh dan

+ Gidy bao tir, két qua giam dinh phap y / Death Certificate, Death Forensic
Examination

If the Insured have liability to compensation to Third Party.
Néu NDBH c6 trach nhiém phai dén bu cho bén thit ba

19

Subrogation letter.
Thu thé quyén.

If the accident caused by Third Party.
Néu tai nan gay ra béi bén thit ba.

20

The decision made by the court, if any
Quyét dinh ctia Tdéa én (néu cé)

21

Others if required
Nhiing chting ti khéc khi dugc yéu céu

In case of claim case verification
Dé lam ro YCBT

IMPORTANT NOTES IN CLAIM REVIEW /MOT SO LUU Y QUAN TRONG KHI XEM XET YEU CAU BOI THUONG

1. You are required to contact with claim handler or refer the detailed wordings in your insurance policy for further guidance.
NDBH c6 thé lién hé véi can bo bdi thudng hodc tham chiéu chi tiét trong bo quy tdc trong hdp déng bdo hiém cia minh dé biét thém chi tiét.

2.Hotline 24/7: [HN] 0915.34.14.99 or [HCM] 0934.383.484

Briefs of CIRCUMSTANCES OF INDEMNITY REDUCTION

Rate /Ti lé

Tém lugc cac trudng hop co thé phat sinh GIAM TRU BOI THUGNG
[Compulsory Insurance] Failure to give claim notice in writing or by digital notice within 5 working days since

loss date or notice about changes leading to more insured risks

[BH bat buéc] Khong théng bdo cho DNBH bdng vin bdn hodc hinh thiic dién ti trong vong 5 ngdy lam viéc
ké tir ngay xay ra tai nan hodc ko thuc hién nghia vu thdng bdo khi cé su thay dbi cac yéu td lam tdng rui ro
béo hiém

5%

Failure to give a notice on loss within 05 days as of the date of loss (except in case force majeure happens or
a damage survey has been made by the Insurer during such period)

Khong Thong bao tén that cho DNBH trong thai han 05 ngay ké tif ngay xay ra ton that (trir trudng hop bat
kha khang hoac da dudc Doanh nghiép bao hiém giam dinh thiét hai trong thai gian nay

Failure to take remedies, limit personal or property damages, protect the scene of loss except where
movement is required due to safety reasons or such actions are taken at the request of the competent
authority

Khéng thuc hién day du cac bién phdp ciiu chita, han ché thiét hai vé ngusi va tai san, bao vé hién truong tén
thét trit trudng hop di chuyén dé dam bdo an todn, hodc phdi thi hanh theo yéu cdu clia co quan chiic néng

10%

Deliberately removes, disassembles or repairs properties without approval of the Insurer (except where it is
necessary to ensure safety, prevent from and limit personal or property damages or such actions are taken at
the request of competent agencies);

Tu'y thdo g6 hodc stia chiia tdi sdn khi chua cé y kién chdp thudn ctia Doanh nghiép bao hiém (trit trudng hop
cdn thiét d@é dam bdo an todn, dé phong han ché thiét hai vé ngudi va tai san hodc phdi thi hanh theo yéu cau
ctia co quan cé thdm quyén);

The auto owner/driver drives beyond the permitted speed (from 20%)
Ch xe diéu khién vugt qua tdc do cho phép ( Tl 20% trd lén)

25%

Failure to reserve right to claim and transfer the right of recovery against a third party to the insurer and all
dossiers, necessary bases, fails to closely cooperate with the insurer to recover from a third party or
automatically negotiates with a third party about the indemnification

Khoéng bao luu quyén khiéu nai téi cdc bén lién quan hodc tu dong thda thuan véi bén thit 3 gay thiét hai cho
Doanh Nghiép Bdo Hiém

The automobile owner/driver is unfaithful in providing information, documents and records in the claim files;
fails to create favorable conditions for the insurer during the verification of the accuracy of such information
Khong trung thuc trong viéc cung cdp théng tin lién quan vu viéc hodc khong tao diéu kién dé Doanh Nghiép
Bdo Hiém xdc minh tinh chan thuc thong tin.

up to 70%

Reduction of the indemnity equivalent to the overloading rate (%) (over 20% - 50%)
Giam tucng (ing véi ty 1é % chd qud trong tai theo quy dinh trong gidy dédng kiém

20-50%

The highest reduction rate will be applicable in case of different rates as result of different violations
Muic giam trif cao nhét sé dugc ap dung trong diéu chinh bdi thudng néu c6 nhiéu ti lé 4p dung
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2 - m Claim Amount = Sum Insured / Actual value of the insured vehicles at time of arrangement * total repair cost
S tién yéu cdu BT = S6 tién bdo hiém /gid tri thuc té clia xe tai théi diém tham gia BH * chi phi stia chiia thiét hai

In which / trong dé:

m Year of usage is calculated from the manufacturing year

56 ndm tinh khdu hao xac dinh ké tir ndm san xudt cta xe

m Sum Insured (SI) = New sale value (100%) * Remaining Rate % (Article 18)

Gid tri bao hiém = Gid xe méi (100%) * ty lé %

Note / Ghi chit: Only applicable for the vehicles under 10 years, except additional clause / chi ap dung cho xe dudi 10 ndm,trit khi c6 dk bd sung

3 - In case of Partial Loss, refer to Table of Depreciation Rate (in case of new replacement)
Trong TH tén that bo phan, tham chiéu Bang ti lé khau hao (trong TH thay thé mai)

Usage Period / Thai gian sif dung (Article 19.1.2) Rate /Ty lé %
3-6nam/ 3 -6 years 15%
6-10 nam /6 - 10 years 25%
10 - 15 nam / 10-15 years 35%
>15nam /15 years 50%

4 - Total Loss will be reviewed in the following cases /Tén that toan bé dugc xem xét trong TH:

i. Over 75% of the actual value of the automobile is damaged; or

Trén 75% gai tri thuc té cta xe bi thiét hai; hodc

ii. Expenses for repairing damages is equal to or more than 75% of the actual value of the automobile at the time before a loss occurs

Chi phi stia chita bang hoac lén hon 75% gia tri thuc té cla xe tai thdi diém ngay trudc khi phat sinh thiét hai

iii. Claim Amount = actual market value (MV) before loss with same kind and specification, not exceeding Sum Insured (Art.19.2.3)

(if SI' > MV, total loss = MV ; if SI < MV, total loss = SI)

S tién YCBT = gid tri thuc té (gid thi trudng) ngay trudc thdi diém tai nan véi ciing chiing loai, thong sb ki thudt, nhung khéng vuot qud STBH)
(Néu STBH [6n hon gid thi trudng, ton thét toan bd = gid thi trudng, néu STBH nhé han gid thi trusng, tén thdt toan bo = STBH)

Note / Luu y:

- The Insurer shall have the right with the salvage of the damaged automobile /
CTBH c6 quyén ban thu héi xe bi thiét hai

- In case of underinsurance, the salvage will be applicable in proportion of the sum insured
TH béo hiém dudi gid tri, phdn bdn thu héi sé dugc tinh theo ti 1é tuong ting véi sé tién tham gia bdo hiém

- In case of auto owner's requests for retaking, indemnity = Total loss - estimated salvage value of the damaged automobile
TH chi xe mudn giit lai xe bi thiét hai, s tién yéu cdu = tdn thdt toan bo - gid tri thu hdi udc tinh clia xe bi thiét hai

[0,
1

[Compulsory Insurance] List of Claim Docs submitted for Interim Request (for TP's Bodily Injury only)

[BH bat budc] Danh muc chiing tif can thu thap cho Yéu cau tam ting (déi véi thiét hai vé stic khoe, tinh mang)
i- Documents for insured vehicles (item 1.1,2,3,4,5,6)

ii- Documents for Bodily Injury (item 111.17)
iii- Confirmation report on the accident between related parties ( item 11.9)

iv- Claim note for Interim Request (item 11.8)

v- Scene Reports and Damage Photos & related evidences
vi-Final investigation of accident OR Final conclusion of accident, in case of death case for third parties and/or passengers

-Payment for Interim Request will be made within 3 working days since the receipt date of the insured's notice together with a full set of required docs above (original docs)

Viéc thanh toan tam (ing bdi thudng sé dudc thuc hién trong vong 3 ngay lam viéc ké tit ngay nhan ducc thong bao ciia NPBH véi bé chiing tit néi trén (ban goc)

-TMIV will inform the related parties including the victims about the amount compensated in comply with Article 12.11, Decree 67.2023
TMIV s& thong bao cho cac bén lién quan bao gdm ngudi bi thiét hai vé sb tién boi thudng thiét hai vé stic khde va tinh mang theo diém 12.11, ND67.2023

===OOO===
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