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Vehicle Repair Claims Process

1. Assessment of damages
Take your vehicle to your chosen repairer for an assessment and discuss the damages with them. The repairer will  
take photos and prepare a detailed quote to send to your insurer for approval.

2. Repair authorisation
Preferred repairer: If you’ve chosen a preferred repairer, they may be able to authorise the repairs directly up to  
a certain value.

Non-preferred repairer: If you’ve chosen your own repairer, your insurer will appoint an assessor to review the 
quote and images before giving approval.

3. Repairs approved
Once authorised, your repairer is notified and will order the necessary parts. They’ll usually wait for these to arrive 
before booking your vehicle in, to avoid delays.

4. Repairs begin
When the parts arrive, your repairer should contact you and arrange a time for the work to begin. If your vehicle is 
already at the repairer, they’ll start as soon as everything is ready.

5. Repairs completed & excess payment
Your repairer will let you know when your vehicle is ready for collection.

If an excess applies, this is usually paid directly to the repairer on collection.

6. Claim finalisation
Please let us know if you are not happy with the repairs. Your insurer will pay the repair costs directly to the repairer, 
and your claim will be closed if no further action is required.

7. Recovery (if applicable)
If another party is responsible for the accident, your insurer may pursue recovery from them.
•	 If recovery is successful, your excess may be refunded in part or in full.
•	 We’ll keep you updated if this applies to your claim.

LET’S GET THINGS MOVING
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Your vehicle is important to you – and so is getting your claim sorted quickly and fairly. At Emerre & Hathaway, our motor vehicle 
claims journey is designed with you in mind. From first call to final resolution, we’ll guide you through every step with clear direction, 
expert guidance, and constant communication – so you always feel supported, informed, and confident in the process.

EXCLAMATION-CIRCLE Important notes
•	 Repair times may depend on parts availability — we’ll 

keep you updated if there are any delays.
•	 Stay in touch with your repairer as to the progress of the 

approval of your repairs,as they should be in contact with 
the assessor. Please don’t hesitate to reach out if you 
have any questions or concerns — we’re here to help.

•	 If you’re unsure whether your policy includes alternative 
vehicle hire while your car is being repaired, please talk 
to us — we’ll confirm what cover you have.

•	 Recovery from any liable third party can take some time 
and is not always guaranteed.


