
YOUR GUIDE TO THE

MOTOR CLAIMS
FRAMEWORK



The l,lotor Glaims
Framework IHCF!
was set up to provide
clear and eommon
procedures for the
reporting of motor
acsldents. The HCF
is fulty supported
by all Ingurers ln
Singapore, The llCF
provldes motoristg
wlth an enhanced
claimg erperlence
and at the same time,
helpr contaln clalms
costg for lnsurers.

This simpte guide witt
watk you through the
recommended steps you

need to take in the event
of an accident. Fottow
them and you witt find the
ctaims process a smoother
one. Shoutd you have any
questions, feet free to cat[
your insurer for advice,

or visit the MCF ontine at
tYww.gia.org.gg



KEY POINTS OF THE I,IOTOR GLAI},Is FRA]IEWORK I}ICFI

¡N CASE OF ACCIDENT, YOU SHOULD...
AYOID ALL UNAUTHORISED TOW.TRUCK OPERATORS

Take note of
the vehicle
numbers.

WHAT TO
PHOTOORAPH:

rì. )\Õ

SCENE ^-. OWN VEHICLE

[,tkc prcturcs ci tnc gl Tekt-' ptctrpe s of lhc cla¡r-aqes
crr^ClCl urrl SCCfì ê c¡Clurln(l il- ,rt¡¡¡ u'/¿tr'/rrllicl.o c,lpl,tf rtg

th.:.rccrclentvchrcles ancl 'icr-rr license pLaIe

sir lrorrncl inq ¿lrcas.

Cat[ your insurer's
hot[ine fL,.r a lo'¡l l-uck
cl'for fur tlr:' .'d'iic:
cn Ihe ¿¡ccrrl e nt



Take pictures at the accident
scene and submit atl pictures at
your authorised accident reporting
centre during your reporting.

OR REPAIR WORK!¡HOPS.

T¡{E BENEFITS OF

REPORTING...

By reporting the accident
within the stiputated time,
you not onty enjoy hasste-
free a nd quatity-certified
repair services as provided
under the MCF, you wi[[ atso
avoid potentiatl.y higher costs
from exag gerated ctai ms.

REMEMBER: At[ accidents must
be reported to your insurer
within 24 hours or by the next
working day with your accident
vehicle, no matter how trivial
or even if there is no visibte
damage, and irrespective of
whether you are ctaiming from
any insurers or third parties.

SHOULD YOU FAIL TO

REPORT THE ACCIDENT...

Shoutd you faiI to report
to your insurer with your
accident vehicl'e, you may
find yoursetf in a position
of having your ctaims
prejudiced or dectined
l'ater by insurers. Faiture to
compty with the new policy
condition witt be seen as
being "in breach" of the
poticy terms and conditions,
i.e. there witl. be no tiabitity
on the part of the insurer.

Any non-comptiance of this
Poticy Condition wit[ resutt
in a loss of your No Ctaims
Discount upon renewaI of
your poticy.

Report and bring your
accident vehicte fwhether
damaged or notl to the
approved reporting centre /
authorised workshop
within 26 hours or by
the next working day.



FREOUENTLY ASKED OUESTIONS

WHAT IS THE MOTOR

CLAIMS FRAMEWORK?

The Motor Ctaims Framework
f MCFI is a best practice
undertaken by att motor
insurers in Singapore, which
provides ctear and common
procedures on what to do in
an event of a motor accident.
The MCF provides motorists
with an enhanced ctaims
experience and at the same
time, hetps contain ctaims
costs for insurers.

HOW WILL MOTORISTS

BENEFIT FROM THE MCF?

Under the MCF, insurers
wit[ assist poticyhotders
in handting repairs to the
damaged vehicte, inctuding
assisting poticyhotders to fite
ctaims against a Third Party,
if the poticyhotder is not
primarity tiabte.

lnsurers wi[[ provide a

comprehensive service (via

their approved reporting
centres or workshopsl to
encourage you to report your
accident with your accident
vehicte as wettas have the
repairs carried out at the
approved workshops.

At[ motorists are required to
do is to report to their insurers
within 24 hours or the next
working day and to bring
their accident vehicte to the
insurers' approved reporting
centres or workshops.

WILL THE MCF APPLY

TO ALL MOTOR POLICIES?

Yes, the MCF appties to
alt poticies.

It witt be a poticy condition
which at[ motor insurers
wit[ enforce.

DO I HAVE TO INFORM MY

INSURER EVEN THOUGH

THERE IS NO DAMAGE TO

MY VEHICLE?

Yes, always report atl
accidents to your insurer
no matter how minor the
accident may be, even if
there is no visual damage
or even if you have made a
private setttement with the
other driver.

This is because you cannot
be futty certain that the other
party wi[[ not fite a ctaim
against you later.

You may find yoursetf in a
position of having your ctaim
prejudiced or dectined later
by insurers.

WHAT HAPPENS IF I CHOOSE

NOT TO REPORT THE

ACCIDENT TO MY INSURER?

Faiture to do so wittaffect
your No Ctaims Discount
upon renewal of your motor
insurance and witl prejudice
your ctaim.



WILL THE NEW MEASURES
THAT INSURERS ARE
PROMISING ADD TO COSTS?

WILL THIS TRANSLATE INTO
HIGHER PREMIUMS?

The driving force behind the
MCF is the enhancement of
customer experience with a

comprehensive service.

At the same time, it wil,t
hetp contain cost of ctaims
for insurers.

Genera [ty, premiu ms wi [[
not rise if the cost of ctaims
are contained.

WHAT ABOUT PEOPLE WHO
WANT TO SEND THEIR CARS
BACK TO THEIR DEALERSHIP
OR FAVOURITE MECHANIC?

Each insurance company
offers different types of motor
insurance poticies.

Certain types of poticies attow
poticyhotders to use any
workshop. Ptease check your
motor insurance poticy or
with your insurance company.

WILL EACH INSURER HAVE

A24.HOUR I{OTLINE TO

PROVIDE ADVICE AND
ASSISTANCE IN VIEW OF

THE NEW MCF?

Yes, at[ insurers wit[ have a

2í-hour hottine so that you

can seek proper advice even
at the scene of accident.

IF IAM LEAVING FOR THE
AIRPORT TO CATCH A FLIGHT
OR OTHERWISE ENGAGED,

CAN SOMEONE ELSE
REPORT THE ACCIDENT
ON MY BEHALF?

Under speciaI circu mstances,
this woutd be permitted with
supporting justification.

Ptease contact your insurer
for advice and instructions.

IF I BRING MY ACCIDENT
VEHICLE TO THE

AUTHORISED REPORTING

CENTRE OR WORKSHOP,

HOW MUCH DO I HAVE TO

PAY FOR THE INSPECTION,

SURVEY AND ACCIDENT
E-FILING PROCESS?

There are no fees or
charges invotved in the
reporting process.

ARE ALL MOTOR INSURERS
IN SINGAPORE PART OF

THE MCF?

The MCF is an industry
initiative and a[[ motor
insurers in Singapore
support the MCF.





l,tcF HOTUT{Es

ACE INSURANCE LTD 62254211Mon To Fri l8.30am - 5.30pml

ALTIANZ INSURANCE CO
OF SINGAPORE PTE LTD

63332222

CHARTIS SINGAPORE
INSURANCE PTE. LTD.

ó338ó200 lEmergency Towin gl
ó¿193000 lPoticy And Ctaims lnquiriesl
Mon To Frl 9am - Spm

AV¡VA LTD 63332222

AXA INSURANCE SINCAPORE
PTE LTD

1800-88067¿1

CHINA TAIPINO INSURANCE
ÍSINGAPOREI PlE LTD

6389-ó11ó / ó111

Mon To Fri l8.45am - 5.30pml

DIRE TASIA INSURANCE
ISINGAPOREI PTE LTD

ó532t818

EO INSURANCE OOMPANY LTD 681l,887?

ETIOA IIISURÂNCE BHD 61534730

FEDERALINSURANCECOMPANY ó858515I

FIRST CAPITAL IilSURANCE LTD ó854t¿óó Mon To Fri l9am - 5.45pml
684l,88?7 lAftcr 0f f lcc Hoursl

HSBC INSURANCE
(SINGAPOREI PfE LlD

ó339552¿

INOIA INTERNATIONAL
II{SURANCE PTE LTD

681l,8877

LIBERW ¡NSURAT{CE PTE LTD ó3380990

LONPAC INSURANCE BHD óó53 8t 1 o, 665367 30, 6¿532235,
6¿5t 3t33, 6755 6142. 665.12552,
67 ßt9560, 98312232, 67 47 4l,22 I 6106,
976t2112,97302017

MSIG INSURANCE
ISINCAPOREI PTE LTD

682T1660,681498?7

NIPPONKOA INSURANCE CO LTD 6',t ß7 6106, 97 189999, ó¿532235,
90906? 6 6, ó65381 I 0, 919100 E7

NTUC ¡NCOME INSURANCE
CO.OPERATIVE LTD

ó788óó1ó, 67881122

OVERSEAS ASSURANCE
CORPORATION LTD

62276313

OBE INSURANCE
IINTERNATIONALI LTD

62773266

ROYAL & SUN ALLIANCE
INSURANCE PLC

ó3370911

SHC CÂPITAL LTD 68299200,682991tO
Mon To Fri l8.30am - 5.30pml

SOMPO JAPAN IN5URANCE
ISINGAPOREI PTE LTD

ó¿538110 lOffice Hours Ontyl
90906766,90299911,
9191OOt7,67556142

TEI.IET INSURANCE CO LTD ó3330838, óóó1ó555
Mon To Frl l9am - Spml

TOKIO I,IAR¡NE ¡NSURANCE
SINGAPORE LTD

6844887?

UNITED OVERSEAS INSURANCE LTD ó¿909318 l0ffice Hours 0ntyl,
óó5381'10 lFor Emergency Towing
Onty After Office Hoursl

ZURICII ¡NSURANCE COMPANY
fSINGAPORE BRANCHI

óó538ó8ó, 67119560 I
671ít531ú I 68582126,
ó3¿5588ó, ó¿55588ó, ó¿513933,
ó31ó1131 I 1151. ó3ó28523



General lnsurance Association of Singapore
1 80 Cecil Street, m7-02 Bangkok Bank Building, Singapore 069546
Tel:6221 8788/9 Fax: 6227 2051

How to Claim aga¡nst Foreign Motorist

The General lnsurance Association of Singapore (GlA) would adv¡se motorists to claim
against their own policies, if they have a comprehensive policy, in instances of accidents
with foreign motorists in either Singapore or Malaysia. This would save them the
inconvenience of making a claim against motorists from another country.

However, if motorists wish to make a third-party motor claim against insurers in Malaysia,
motorists are advised to seek recourse directly with the insurer concerned by submitting
the following documents:

The claimant's vehicle registration card (photocopy);
Certificate of lnsurance, cover note or polícy schedule (photocopy);
ldentity card (photocopy);
police report;
a police sketch plan and key (if available);
result of police investigation (if available); and
proof of losses incurred

ln addition, an adjuster's report with original photographs, a repair bill and proof of
payment, a rental-ca bill (if the car was rented) and proof of payment and bills and
receipt for other expenses incurred.

Registered post should be used when sending any original document.

lf the action taken by a claimant against the motorist in Malaysia is unsuccessful after all
avenues have been exhausted, the claimant can approach GIA's Malaysian counterpart,
Persatuan lnsuran Am Malaysia (PIAM) or GIA at the following address:

Persatuan lnsuran Am Malaysia (PIAM)
3'd Floor, Wisma Piam
150 Jalan Tun Sambanthan
50470 Kuala Lumpur
Malaysia
Tel No: 03-22747399
Fax No: 03-22745910

General lnsurance Association of Singapore
180 Cecil Street #07-02
Bangkok Bank Building
Singapore 069546
Tel No: (65)62218788
Fax No: (65)62272051

The PIAM and GIA will assist only after evidence is produced that all necessary actions
have been taken to pursue the matter.
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HOW TO MEDIATE YOUR CLAIMS?

I ) Where can I go to seftle disputes w¡th my inssrer?

lf you feel you hâve been treêted unÍa¡riy by your;nsurer, ycu should lodge a @mpla¡nt direÇt¡y with the rnsurei and provìde the !nsurer
with your detarls {name, contact numbers. eìc ). ihe spec¡fic natúre of your æmplainl ¿nd suppcrting documents

The¡nsurershouldacknowledgeyouræmplaintwiih¡n3businessdeys andifneæssary,requesladd¡ticnêlinfomat¡onfronyouvJlhil
7 buslness days cf the date of your complaint

Depending on thg nature of your complaint the insurer mey need more t¡me to attend to it lf so, lhe ¡nsurer shculd æntact you and
uDd¿le you on the progress w¡thin 14 business days of your iast commun¡€tion, beFore prcæeding to resolve the problem

lf you have taken these sieps and still feel the response is not sat¡sfaclcry, or ¡f there is no respcnse wiihin the ûmefranes stated
above, you should then êppe¿l to the princrpal offiær ol the irìsurer in wnirìg You Gn expect a response io this w¡iiì¡n 14 business
days

F¡naliy, rf you are st¡ll unsiisf ed after go¡ng through these chênûels, you øn øtact the F¡ñancial lndus'.ry Disâutes Reso:ution Centre
Ltd {FIDReC) FIDReC was sei up to ptovide an afiordable, indepeldent channel tor resolving insuranæ disputes rnvolving c!a¡nls
between¡nsuredsandinsure6of uploSS100,000forbothl¡leaîdgenerai insuÉnce lnadd¡tion,FlDReCalsohaldiesmotorthird-
partypropertydamageclaimsoíuotoS$50,000 ltsoperationisprov¡deifor¡nlheGenerâllnsuønæCodeofPEct¡ce

2) How do I file ä claim with FIDReC?

Ycu may lodge ycur æmpla¡nlclêim ¡n peson. by fax. post or e-ma¡¡

Filing a claim and having a C¿se Manager rev¡ew your daim ¡s free of charge lf a Case ltJalager takes your claim up w¡lh tlìe insurer
@næmed and is uneble to facilitate a leslution, you æn then refer your cl¿¡m lo an FIDReC med¡ator or panel of mediatoß
depending on the s¡ze of the claim lf you choose io do so, you need to pay a nominal admin¡slrêt¡ve fee of SS50

Therulingofthemed¡atororpanelÌsf¡nalandbÌndingcnthe¡nsurer.bLftnotonyou lfyouarenothâppyv/iththerul¡ng,youarefreei.o
reject ¡t and pußue a settiement lhrough med¡ation, aó¡trat¡on or legal præêdings However. if you êccept the pane!'s ruling, this
means you have ctìosen to give up your rigiht to proæed with iegal aciion against the insurer
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