UStar Insurance Products - FAQs

Purpose: This guide is designed to assist call centre agents in answering customer queries
regarding UStar Bike, Health, and Life Insurance bundles.

1. General Product Information

Q: Who provides the insurance services? A: The insurance product is provided by WEBDOC
in partnership with the underwriter DIGI Insurance Company

Q: How much do these plans cost? A: All three plans (Bike, Health, and Life) are separate
UStar bundles priced at PKR 180 per week.

Q: How are subscriptions renewed? A: Coverage corresponds to the bundle duration (1
week) and is renewed automatically with the bundle activation.

Q: Can a customer have multiple subscriptions? A: No. Customers are limited to one
subscription per mobile number/person. Multiple subscriptions on the same number are
excluded from coverage.

2. Quick Comparison Table

Feature Bike Insurance Health Insurance Life Insurance
Age Limit 18 to 60 years 18 to 65 years 18 to 65 years
Waiting 14 Days 7 Days 7 Days
Period
Max PKR 30,000 (Damage to | PKR 150,000 PKR 200,000 (Death)
Coverage bike) (Total Limit) PKR 100,000 (Disability)

PKR 50,000 (Hosp.)
Key Bike registered in Hospital Next of Kin registration
Requirement | applicant's name admission (In-
patient)

3. Product-Specific FAQs



A. UStar Bike Insurance

Q: What exactly is covered? A:

+ Accidental Damage Repair: Reimbursement up to PKR 30,000.

- Hospitalization: Coverage for accidental hospitalization up to PKR 50,000 (calculated at
PKR 1,500 per day).

Q: Can | claim if the bike is not in my name? A: No. The bike must be registered under the
applicant’s name. Claims without this registration are excluded.

Q: Is theft or mechanical failure covered? A: No. Exclusions include wear and tear,
mechanical work, pre-existing damage, and commercial use of the bike.

Q: What proof is needed for activation? A: The applicant must provide pictures or video
showing the date and time at the moment of activation.

B. UStar Health Insurance

Q: What are the daily cash benefits? A:

* General Hospitalization: PKR 3,500 per day.

+ ICU Admission: PKR 5,000 per day.

* Total Claim Limit: PKR 150,000.

Q: Does this cover OPD (doctor visits)? A: No. The policy excludes OPD of all sorts, day-care
surgeries, and treatments without hospital admission.

Q: Does it cover pregnancy or dental? A: No. Exclusions include pregnancies/births (Gyne),
dental procedures, and cosmetic surgeries.

Q: How is the claim amount calculated? A: Settlement is "Pro Rata Based," meaning the
claim amount is determined based on the number of premium-paid days.

C. UStar Life Insurance

Q: What are the benefit amounts? A:

+ Death (Natural or Accidental): PKR 200,000.

« Permanent Disability: PKR 100,000.

Q: Who receives the money? A: The "Next of Kin." Registering a beneficiary is mandatory
after subscription.

Q: Are there specific exclusions for death claims? A: Yes. The policy does not cover:
+ Suicide, self-harm, or hazardous activities (e.g., racing, paragliding).

+ Deaths caused by pre-existing diseases or conditions not disclosed at issuance.

+ Deaths occurring outside Pakistan.

+ Deaths occurring while under the influence of drugs/alcohol or during criminal acts.

4. Claims Process (All Products)

Q: How does a customer initiate a claim? A: Notify the claim via phone at 051-8466336.
Q: How are documents submitted? A: Documents must be submitted digitally to
03346660481.

Q: What are the submission deadlines? A:

+ Bike: Within 30 days of the incident.

+ Health: Within 30 days of hospitalization.

« Life: Must be reported within the prescribed time period.



Q: How is the payout made? A: If approved, funds are transferred to the customer's wallet
account.

Q: What is the processing time? A:

* Bike: Processed within 3 working days.

* Health: Reimbursement sent within 3 working days of approval.

« Life: Standard settlement within 7 working days of complete submission.

5. Essential Document Checklist

Agents should advise customers to have the following ready based on their claim type:

- Bike Claims: CNIC, Bike Registration Book (matching policyholder), Repair/Spare parts
receipts, Driving License, Police Report (if applicable), and photos of damage (before/after
with number plates).

* Health Claims: CNIC, Hospital discharge/admission slip, Medical bills, Prescriptions, and
Medical reports.

- Life Claims: Death/Medical certificate (with cause of death), CNIC of deceased and
claimant, Proof of Relationship (Next of Kin), Police Report (for accidental death), and SIM
ownership verification.
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