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Your Vehicle Claim Made Easy

WHERE YOUR VEHICLE MAY BE A TOTAL LOSS
Your vehicle matters, and we want your claim resolved as quickly and smoothly as possible.  We understand this process can feel 
stressful and uncertain, especially when the damage appears significant. That is why we have simplified the steps below, while we 
take care of the more complex work behind the scenes.  You are not doing this on your own. We are here with you from start to finish.

1. Lodge Your Claim
Once we receive your claim, we will:
•	 Confirm your details 
•	 Notify your insurer 
•	 Advise what information is needed
•	 Confirm where your vehicle is located (repairer, 

tow yard, or home)

At this stage, the insurer has not yet determined 
whether the vehicle will be repaired or declared a 
total loss.

2. Assessment of Your 
Vehicle
If your vehicle is drivable;
Please take it to your chosen repairer.

They will:
•	 Take photos
•	 Prepare a repair estimate
•	 Send everything to your insurer for review

If your vehicle is undriveable or has 
been towed:
The assessor will:
•	 Request photos directly from the tow yard, or
•	 Arrange for the vehicle to be moved to a repairer 

if a more detailed assessment is required

Some claims may require additional images or 
dismantling before the insurer can determine the 
full extent of the damage.

3. Insurer Review & 
Outcome
Once assessment information is received, the 
insurer will decide whether the vehicle is:

Repairable
If the vehicle can be safely and economically 
repaired, your claim will follow the Vehicle Repair 
Claims Process. We will send you this guide once 
repairs are authorised.

Potential or Confirmed Total Loss
If the damage is severe, or the cost to repair 
appears high compared to the vehicle’s value, the 
insurer will investigate whether it is a total loss.

This will involve a Pre-Accident Valuation (PAV) or 
further information from the assessor.

We will update you as soon as the insurer confirms 
their position.

4. If Your Vehicle Is 
Deemed a Total Loss
If the insurer confirms the vehicle is uneconomical 
to repair, we will send you our dedicated guide:

“Your Vehicle Is Deemed a Total Loss – What 
Happens Next?”

This explains the settlement process clearly, step 
by step.

LET’S GET THINGS MOVING

A Quick Note
This document is intended as a general guide only. The steps listed above may vary depending on the nature of the damage, your 
policy, and insurer requirements, which is completely normal. Providing the required information as early as possible will help us 
progress your claim efficiently. We are here to support you every step of the way.
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IMPORTANT: Please complete and return your claim form before we can progress your claim.
You can lodge your claim by:

Need support? Our experienced Claims Team can help: 0800 428 429

Collecting a form
Available at our office, 183 
Carnarvon Street, Gisborne

Emailing your completed form
office@ehinsurance.co.nz

Lodging your claim online
www.ehinsurance.co.nz/make-a-claim


