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Your Vehicle Claim Made Easy

YOUR VEHICLE IS DEEMED A TOTAL LOSS - WHAT HAPPENS NEXT? 

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. Total Loss Confirmation
Your insurer has confirmed that your vehicle is 
uneconomical to repair and will be treated as 
a total loss. The claim is now moving towards 
settlement. There is nothing you need to do at this 
stage, and we will guide you through each step of 
the process.

2. Determining the 
Settlement Amount
Your settlement amount will depend on the type 
of cover you have.

•	 Market Value Policies – The claim is settled 
based on the vehicle’s market value immediately 
before the loss, usually determined by an 
independent Pre-Accident Valuation (PAV).

•	 Agreed value policies - The claim is settled 
based on the agreed value shown on your policy 
schedule when cover commenced.

•	 Excess - Your policy excess will be deducted 
from the settlement.

3. Finance (if applicable)
•	 If there is finance owing on the vehicle, the 

insurer will obtain an up-to-date payout figure 
from the finance company before settlement 
can be finalised.

•	 Any finance owing will be paid directly to the 
finance company.

•	 Any remaining balance will be paid to you.

4. Formal Settlement Offer
Once your insurer has all information they will 
issue a formal settlement offer. We will review this 
with current market values before presenting the 
offer to you.

5. Personal Belongings
Please remove all loose personal items from 
the vehicle.  If you wish to retain any fixed 
accessories, please let us know before  
removing them.

6. Settlement & Payment
Once you accept the settlement and send 
through a screenshot of your account:

•	 The insurer will arrange payment.

•	 The damaged vehicle will be collected and 
disposed of.

•	 We will arrange cancellation of the policy from 
the date of loss.

7. Recovery (if applicable)
If another party caused the accident, your insurer 
may pursue recovery from them. If successful, 
your excess may be refunded in part or in full.

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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