Insurance Guide
Foreword

Dear Customer, 

Thank you for choosing Huatai Insurance!  We will do our best to provide high quality products and services. This service guide aims to help customers get more details about Huatai Insurance, our insurance products and service procedures. It will guide customers through the process of applying, checking for validity and insurance cancellation. Please read this guide carefully.  You are welcome to call our 24-hour service hotline if you have any enquiries. Any suggestions about our products and services will be invaluable for us. 
Service Guide Target Audience:

Customers buying insurance through Spring Airlines website
Service Guide Content:

I. Introduction to Huatai Insurance 

II. Introduction to Huatai Insurance Policy Contents
i. Insurance Application Prompt

ii. Policy Cancellation

iii. Alteration of Expiration Date

iv. Policy Validity
III. Claim Instructions
This guide serves as a reference only; unannounced issues should be consistent with insurance agreements and policy content; if any accident indemnity occurs within the insurance expiration date, please use the guide and contact Huatai Insurance as soon as possible. 
I. Introduction to Huatai Insurance 
i. Group Structure
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ii．Company Profile

· First nationwide joint-stock property insurance company in China
· Incorporated in Beijing on August 29, 1996 with a registered capital of 3.043 billion RMB
· 54 shareholders across 24 industries which are profitable large scale enterprises or groups

· From the company’s establishment until 2010, the solvency ratio is 5 times the standardized ratio set by the CIRC regulations.

· Branches established in more than 60 cities

· First foreign equity participation insurance company in China

· ACE worldwide customer service agents in China
· Capable of using ACE worldwide network and resources in more than 140 countries
iii. Profitability

In 2010, Huatai achieved direct insurance premium of 3.895 billion RMB and a net income of 415 million RMB. Until 2010, the total assets of the company were 14.758 billion RMB, and the solvency ratio is 7.5 times of the required ratio. 

iv. Brand Construction

At the end of 2008, Huatai was nominated as one of “Best China-funded Property Insurance Company of the Year”, “Top Ten Brands in Chinese Insurance Industry” and “Outstanding Creative Enterprise”. In August 2008, Huatai was listed No.294 in “Top 500 Chinese Service Enterprises” with the highest profitability ratio. 

v. Branches and Service Network
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II. Introduction to Huatai Insurance Policy 

Contact Us:

1. Nationwide 24-hour customer service hotline (free): 400 609 5509

2. Leave a message through our company website if you have further enquiries about our products and service. www.ehuatai.com 

i. Application Prompt


1. Please be aware of insurance age cover before applying. 
2. Insurance becomes effective after payment:

· Domestic departure (single trip): insurance becomes effective when the insured is holding a designated flight boarding pass and goes through the security check.  Liability ends when the flight arrives at the designated airport and the insured successfully claims his/her luggage.  

· Domestic departure (round trip): insurance becomes effective from the commencement date indicated in the policy, or when the insured leaves his domestic residence, or leaves for overseas travel destination from his/her daily work place. Liability ends upon the insurance expiry date or when the insured returns from his/her overseas travel destination and goes back to his/her domestic resident place or daily working place. 
3. Time of application cannot be later than travelling time. 
4. Make sure that payment is made in time after completing the application process. The policy will not be underwritten if payment was made after insurance becomes effective. 
5. One customer is limited to one insurance product only. 

6. Customers could contact customer service for further enquiries. 
ii. Insurance Cancellation – mainland China departures only
1. Customers who cancel (i) insurance for one-way flights or (ii) insurance for round-trip flights where the outbound flight departing a mainland China airport is cancelled will be refunded with both flight and insurance. Insurance liability ends.
2. Customers cancelling the return flight who have already purchased round trip flight insurance will not be refunded the insurance premium.
3. No cancellation can be made after insurance become effective (ie. planes take off).
iii. Alteration of Expiration Date

· If a customer changes his forward flight to another one before boarding, then the insurance commencement time changes. The insurance period stays the same. 

For example: a customer purchases Shanghai- Ibaraki flight on 6 Jan, returning on 9 Jan with a 1-4 day aviation personal accident insurance. If the outbound flight was changed to 7 Jan, then insurance becomes effective on 7 Jan and the period of validity is four days. 
· Spring Airlines will not alter insurance periods for any reason that may cause trip delays or curtailment. Insurance premiums will not be refunded.
For example: a customer books Shanghai- Ibaraki flight on 6 Jan, returning on 9 Jan with a 1-4 day aviation personal accident insurance. If the return flight was changed to 10 Jan, then period of validity is still four days (6 Jan - 9 Jan).

If a customer books Shanghai- Ibaraki flight on 6 Jan, returning on 10 Jan with a 5-8 day aviation personal accident insurance, then s/he changes his/her return flight on 9 Jan. No insurance alteration will be made; the underwriting period is still from 6 Jan to 10 Jan. 

Note: the insurance period refers to days of insurance: 1-4 days, 5-8 days, and 9-14 days.
iv. Policy Validity

Customers can check for policy validity in the following ways:

1. Service Hotline Verification: 400 609 55092. 

2. Visit our company website: www.ehuatai.com
Inland Single Trip Flight
    




Inland Round Trip Flight






III．Claim Instructions
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· Contact us immediately when there is an accident. 
· Integrity and efficiency of the materials will directly impact the entire claim process. 
i. Claim for an accident--When  
	Claim for accidental medical expenses and disablement
	Notify Huatai within 3 days



	Claim for others (e.g. baggage delay)
	Notify Huatai within 24 hours

	Claim for accidental death, indemnity and

severe group accident (three persons or more)
	Notify Huatai within 24 hours


ii. Claim for an accident---How

· Customer Service Hotline: 400 609 5509

· Required: name, contact phone, name of insured, ID number of insured, contact number of insured, policy number, time, place and reason.

· The time of register is determined by the time that our claims department receives customers’ notice of loss and integrated materials. 

iii. Application Form

A notice of loss should be filled when submitting claim materials.

· In the situation of a non-death claim, the insured should fill the form. 

· In the situation of a death claim, the insurance beneficiary should fill in the application form. 

 iv. Preparation for Claim Material

Professionals will assist customers complete the claim process.

v. Claim Settlement
1. Claim Settlement in
	Accidental indemnity / Hospital income
	5 working days

	Accidental death / Disablement
	Within 10 working days

	Others
	By submission (abide by legal time limit)


2. Notice of acceptance or rejection will be sent out 3 days after a claim decision. 
vi. Report An Accident
1. Report an accident by calling our service hotline: 400 609 5509

2. Mail your material to the address below:

Room 402C7, Floor 4, Huaneng Union Tower, No.958, Lujiazui Ring Road, Pudong Distrect, Shanghai, China. Postcode 200120.
vii.    In order to transfer settling fees to the insured’s account, please provide the following formation: copy of RMB bank account book, information such as bank account number, account name and branch name of the bank.
Please note:

· The statutory time limit of the claim is 2 years since the insured becomes aware or should have been aware of the date of the accident.
· The insurer will make a decision right after the insured provides integrated and relevant materials. In general, cases are judged within 5 working days; complex cases may be judged within 30 days following the insured providing integrated and relevant materials.
· The insured will be informed of verification results by the insurer. The sum insured will be paid 10 days after the insurance compensation agreement has been reached with the insured. 
· Payment of the sum insured will be made through bank account transfer. The customer will be reminded by phone before transferring.
· If any inconsistencies exist between the English and Chinese versions of this document and the relevant Huatai insurance policy, precedence shall be given to the Chinese version.
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