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CLAIMS FACTSHEET – Ireland 

Below are some key points that will assist you in understanding how your claim will be dealt with by QBE.

 It is important that you read the following:

1. We endeavour to process all claims in a speedy and efficient manner, whether you are a policyholder or a third party. QBE’s claims team can be contacted Monday-Friday from 9.00am to 5.00pm by telephone or email in the event of a query concerning your policy or your claim. 

2. If you are a policyholder with the company, you may be required to fill in an accident report form in pursuance of your claim. Please forward all the information and documentation that will allow us to consider and decide on your claim.  If we require further documentation or clarification, then we will advise you of this in writing at an early stage.

3. In certain cases, we may need to avail of the services of experts such as motor assessors, loss adjustors or others to assist. We will ensure they contact you to arrange a suitable appointment as required. Where you avail of the services of an expert to act on your behalf and at your expense, we will require your written consent before we can engage with them. 

4. If you have suffered a personal injury arising out of the incident with one of our policy holders and liability is not an issue, we are prepared to deal with you direct in the hope of achieving an amicable resolution. You have the right to refer your claim to the Personal Injuries Assessment Board and, for ease of reference; a copy of the Claimant Information Leaflet is attached.  Details of their procedures are on the website www.piab.ie and they can also be contacted at LO-CALL 1890 829 121, Monday to Friday or by post to PO Box 8, Clonakilty, County Cork.

5. If you were involved in a motor vehicle accident with an uninsured driver or unidentified driver or with a foreign registered vehicle, you must lodge your claim with the Motor Insurance Bureau of Ireland (MIBI). You can phone the MIBI on (01) 6769944 or email them on info@mibi.ie. For further information on the MIBI, please refer to their website www.mibi.ie.

6. Once a decision is made concerning your claim, we will write advising you of our decision within 10 business days.

7. In the event of a settlement, the Consumer Protection Code requires QBE to discharge the terms of the settlement within 10 business days of receipt of your acceptance.

8. QBE Ireland is committed to excellence in service levels such that complaints should never arise.  However, when they do arise, it is the policy of our company to deal with the complaints fairly and efficiently in accordance with our written complaints procedure.  It will be dealt with in accordance with the provisions of the Consumer Protection Code. At the time of acknowledging receipt of your complaint, QBE will provide details of our Complaints Handling Process. If you wish to make a complaint, please contact us at 605 3800 or email us at customerrelations@uk.qbe.com. We will issue a final response and if you are still not satisfied you may refer your case to the Financial Services and Pensions Ombudsman, Lincoln House, Lincoln Place, Dublin 2, DO2 VH29.  Lo call 1890 882 090 or 01 567 7000.  Email info@fspo.ie.  Further information is available at www.fspo.ie.
9. If you are a policyholder of QBE, it is important to note that the settlement of any claim on your policy may affect future insurance contracts of that type. 
10.  The Consumer Protection Code can be found on the Central Bank of Ireland website, www.centralbank.ie. Chapter 7 of the Code deals with the Claims Handling Process
DATA PROTECTION NOTICE

(Full details are available at www.tbc
)
Company Information

QBE European Operations (QBE) is part of a wider group of companies, the QBE Insurance Group, one of the world’s leading international insurers and reinsurers. As a business insurance specialist, we offer a range of insurance products. All are tailored to the individual needs of our small, medium and large client base.
In Ireland, our data collection, usage and retention policies are governed by;

· EU General Data Protection Regulation (Dir 2016/679)

· The Data Protection s 1988-2018 
· The Data Protection Code of Practice for the Insurance sector as approved by the Office of the Data Protection Commissioner
Personal Information we collect

The types of personal information that we collect, and our uses of that personal information will depend on your relationship with us. For example, we will collect different personal information depending on whether you are a policyholder, a beneficiary or a third party covered by an insurance policy we provide, a website user, a claimant, a witness, a broker, an expert or another third party.

Sometimes we will request or receive some of your “sensitive personal information”. Sensitive personal information is information that relates to your health, genetic or biometric data, criminal convictions, sex life, sexual orientation, racial or ethnic origin, political opinions, religious or philosophical beliefs or trade union membership. For example, we may need access to information about your health in order to provide you with a quote, provide your insurance policy, or process any claims you make.

How we will collect your personal information

We will collect information directly from you.  We will also collect information from: 
· The party who holds a policy with us; 

· Third parties involved in the insurance policy or claim (such as brokers); 
· Other third parties who provide a service in relation to your claim such as loss adjusters, claims handlers, solicitors and professional experts (including medical experts), healthcare and rehabilitation providers and other service providers; 
· Emergency assistance and medical services providers; 
· Claims services providers; 
· Publicly available sources such as internet search engines like Google, Companies Registration Office, Government department websites and social media sites;
· Fraud prevention and detection agencies; 
· Other companies within the QBE Group; 
· Insurance industry and other fraud prevention and detection databases and sanctions screening tools such as Insurance Confidential, Insurance Link and the Motor Insurance Bureau of Ireland databases; 
· An Garda Siochana where they have provided us with information and other law enforcement agencies; 
· Government agencies such as National Driver Licence Service, the Road Safety Authority, the Revenue Commissioners and the National Bureau of Criminal Investigation; and 
· Professional regulators such as the Medical Council and the Law Society of Ireland / Legal Services Regulatory Authority.
What we will use your personal information for

We may use your personal information for several different purposes.  In each case, we must have a "legal ground" to do so. We will rely on the following “legal grounds”, when we process your "personal information":

· We have a legal or regulatory obligation to use such personal information. For example, our regulators require us to hold certain records of our dealings with you; 
· We need to use your personal information for a justifiable purpose (e.g. to properly investigate incidents which are the subject of a claim). When using your personal information for these purposes, legislation requires that we always consider your rights and interests.  

When the information that we process is classed as “sensitive personal information", we must have an additional “legal ground". We will rely on the following legal grounds when we process your "sensitive personal information":
· In the case of sensitive personal information relating to your health, where such processing is necessary for an insurance purpose, we will rely on this legal ground for processing health personal data relating to an insurance policy or claim.  Such insurance purposes include when we are investigating potential or suspected insurance fraud. 
· We need to use and process your sensitive personal information in the UK for purposes relating to an insurance policy or claim and there is a substantial public interest in such use. Such purposes include evaluating your insurance application and managing claims.
· We need to use such sensitive personal information to establish, exercise or defend legal rights.  This might happen when we are faced with legal proceedings or want to bring legal proceedings ourselves or we are considering the claim that has been made against our policyholder.
· You have provided your consent to our use of your personal information. In some circumstances, we may need your consent to process sensitive personal information (e.g. health information). Without it, we may be unable to handle your claims. We will always explain why your consent is necessary.
Who we will share your personal information with

We will keep your personal information confidential and we will only share it where necessary for the purposes set out above with the following parties: 

· Other QBE Group companies for our general administration purposes or for the prevention and detection of fraud.

· Our insurance partners such as brokers, sub-brokers, reinsurers or other companies who act as insurance distributors.

· Third parties who assist in the administration of your claim such as loss adjusters, claims handlers, private investigators, lawyers and other experts including medical experts.

· Other insurers (e.g. where another insurer is also involved in a claim that you are making). 

· Other insurers who provide our own insurance (reinsurers) and companies who arrange such reinsurance.

· Third parties who provide sanctions checking services. 

· Insurance industry bodies (including Insurance Ireland and the Motor Insurers' Bureau of Ireland). 

· Investigative firms we instruct to examine claims on our behalf where special investigations are required.

· Health providers (for example, a hospital which is responsible for any treatment you receive through the policy or a rehabilitation provider).

· Our regulators including the Central Bank of Ireland, the UK Financial Conduct Authority and the UK Prudential Regulation Authority.

· An Garda Siochana, Police Service of Northern Ireland, other third parties or law enforcement agencies where reasonably necessary for the prevention or detection of crime.

· Credit reference agencies.

· Third party suppliers we appoint to help us carry out our everyday business activities such as IT suppliers, actuaries, lawyers, marketing agencies, document management providers and tax advisers.
· Third party firms who undertake analysis for the purposes of product improvement.
· Government departments, such as the Department of Employment Affairs and Social Protection, in connection with personal injury claims, including disclosing information on any hospitals that you have attended.
· Selected third parties in connection with any sale, transfer or disposal of our business.
CCTV & dashcam footage;

Recordings submitted as part of the investigation of a claim from CCTV systems and dashcam footage remain the property of the vehicle owner/policyholder and will only be used by QBE with their express permission. The recording will only be used for the purpose of investigating the circumstances of an accident, determining liability and as evidence in court. Once the case is finalised, footage will be returned to the owner or destroyed in accordance with their instructions. 

Retention of data

We will keep your personal information for as long as reasonably necessary to fulfil the purposes set out above and to comply with our legal and regulatory obligations.  We have a detailed retention policy in place which governs how long we will hold different types of information for. The exact time period will depend on your relationship with us and the type of personal information we hold.

Your rights

Under data protection law you have several rights in relation to the collection, usage and storage of personal information that we hold about you which we set out below. These rights may not apply in every circumstance. You can exercise your rights by contacting us at any time. We will not usually charge you in relation to a request. 

· Right to access your personal information

· Right to rectification

· Right to restriction of processing

· Right to withdraw consent

· Right to erasure/right to be forgotten

· Right to object

· Right to data portability

· Right not to be subject to automated decision making

International transfers

Sometimes we (or third parties acting on our behalf) will transfer personal information that we collect about you to countries outside of the European Economic Area ("EEA").

Where a transfer occurs, we will take steps to ensure that your personal information is protected. We will do this using several different methods including: 
· "Standard Contractual Clauses" which have been approved by the data protection authorities; 
· Transferring personal information to countries which have been deemed by European data protection authorities to have adequate levels of data protection; or 
· where appropriate other substantive operational and/or technical means of protection, including supplementary measures, will be deployed, such as the US.
�This needs to refer to the location of the full Privacy Policy.






