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Frequently Asked Questions for Tai Po Wang Fuk Court Fire
NI R K SRR RIEE

(1-12-2025)

Below information is for reference only and is not intended to provide details of all the relevant provisions and benefits.
Please refer to policy wording for details of all protection, terms and conditions, and exclusions.
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Our hearts go out to everyone affected by the recent fire in Tai Po. We extend our deepest condolences to the
victims and their families. We have set up a 24-hour dedicated hotline to provide assistance to affected
customers.

R, 24-Hour Hotline: 2894 4676

Our support team is committed to:
- Answering questions related to policy coverage
=+ Providing support for claim inquiries and subsequent steps
- Additionally, we will facilitate express claims settlement to ensure prompt support, including offering
e aCash Allowance of HKD 5,000 for all Life policyholders and Employee Benefits members with
addresses in the affected estate
e HKD 15,000 pre-paid claim settlement for affected home insurance customers
e HKD 2,500 pre-paid claim settlement for affected personal accident and domestic helper insurance
customers
AXA is here to support you, and we sincerely hope to assist you in overcoming this challenging time as
quickly as possible.
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Regarding Home Content Insurance

HERERER

The following FAQ is applicable to SmartHome Plus only, for other home related products, please refer
to corresponding policy wordings for detailed coverage.
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Q1 If my apartment is destroyed by the fire, what benefit can I claim? Will the renovation cost
be covered?
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Answer (Only applicable to insured being a self-occupied owner, an occupier or a tenant, for renting out
BE landlord please refer to Q2)
SmartHome Plus provides comprehensive coverage for home contents damaged, including

e Properties at home such as furniture, appliances, and personal belongings like clothing,
shoes and handbags etc.

e Renovations altered by you or family members living with you, such as doors, windows,
wall paint or wallpaper, bathroom fixtures, home equipment, built-in wardrobes, built-
in cabinets, flooring, and carpets.

Please note if the fixtures and fittings were installed by the previous owner or the
property developer, and you have not taken out the optional benefit for such, those
fixtures and fittings are not covered.

e Necessary cost for debris removal.

e Inaddition, if the home content damage causing your apartment uninhabitable, we will
compensate for reasonable temporary accommodation (hotel) expenses. Please note
meals and transportation expenses are not covered under this policy.

(Please refer to the benefit limit for specific plan)
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Q2 I have rented out my apartment, and it’s burned down. Is there any coverage for this?

BELEMHE @ HEUSRERT - A HTERE ?

Answer (Only applicable to insured being a renting out landlord)
EE SmartHome Plus provide comprehensive coverage for home content damages, including
e Properties such as furniture and appliances owed by you (excluding home contents and
personal effects owned by your tenant)
e Renovations altered by you, such as doors, windows, wall paint or wallpaper, bathroom
fixtures, home equipment, built-in wardrobes, built-in cabinets, flooring and carpets.
Please note if the fixtures and fittings were installed by the previous owner or the
property developer, and you have not taken out the optional benefit for such, those
fixtures and fittings are not covered.
e Necessary cost for debris removal.
e Inaddition, if the home content damage causing your apartment uninhabitable, we will
compensate you for the actual rental loss, with a deductible of the first two weeks' rent.

(Please refer to the benefit limit for specific plan)
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Q3 My family member was injured in the fire, are medical expenses covered?
BRNEX KR ZET - BREATARE?

Answer = Medical expenses are not covered under this policy, we are unable to provide compensation to
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Q4 My family member unfortunately passed away in this fire, is there any compensation?
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Answer | (Only applicable to insured being a self-occupied owner, an occupier or a tenant)
BE If the death of the insured or a family member living with the insured is directly caused by
the fire, a benefit will be paid.

(Please refer to the benefit limit for specific plan)
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Q5 If the building’s structure of the insured apartment is damaged by the fire, is there
any coverage?
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Answer If you have taken out the optional benefit of building insurance, we will cover the actual cost
K of rebuilding or repairing the building.

WIEESEORETIRIE 2 5 B R IE - FMTRST T E RSB EIREA -

AXA General Insurance Hong Kong Limited - 5/F, AXA Southside, 38 Wong Chuk Hang Road, Wong Chuk Hang, Hong Kong
Telephone: +852 2523 3061 - Fax: +852 2810 0706 - axa.com.hk



5/11
ey
M R

The following FAQ is applicable to SmartHome Optimum only, for other home related products, please
refer to corresponding policy wordings for detailed coverage.

DUTHH BB EEAN "2, BES  HNEMRERRES - F2RHEMELIRERS -

Q1 If my apartment is destroyed by the fire, what benefit can I claim? Will the renovation cost
be covered?
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Answer = SmartHome Optimum provides comprehensive coverage for home contents damaged, including
EE e Properties at home such as furniture, appliances, and personal belongings like clothing,
shoes and handbags etc.

e Renovations altered by you or family members living with you, such as doors, windows,
wall paint or wallpaper, bathroom fixtures, home equipment, built-in wardrobes, built-
in cabinets, flooring and carpets. Please note if the fixtures and fittings were installed by
the previous owner or the property developer are not covered.

e Necessary cost for debris removal.

e Inaddition, if the home content damage causing your apartment uninhabitable, we will
compensate for reasonable temporary accommodation (hotel) expenses. Please note
meals and transportation expenses are not covered under this policy.

(Please refer to the benefit limit for specific plan)
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Q2 My family member was injured in the fire, are medical expenses covered?

BERAFEXEPZET - BREHTARE ?

Answer = Medical expenses are not covered under this policy, we are unable to provide compensation to

EE such.
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My family member unfortunately passed away in this fire, is there any
compensation?

BEIRANEETK KPR - TAEREHE ?

If the death of the insured or a family member living with the insured is directly caused by
the fire, a benefit will be paid.
(Please refer to the benefit limit for specific plan)
W2 PR NBUEERBHIIE U e BRI K K5 15 - AlERgEE -
(A A BRI = EEE)

If the building’s structure of the insured apartment is damaged by the fire, is there
any coverage?

WZREA VR FEERERDK KMAZAE - A HEREE ?

If you have taken out the optional benefit of building insurance, we will cover the actual cost
of rebuilding or repairing the building.
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Regarding Personal Accident Insurance
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The following FAQ is applicable to SmartProtect Plus only, for other personal accident related
products, please refer to corresponding policy wordings for detailed coverage.
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Q1 If my family members unfortunately pass away or are injured in the fire, are there any
compensations?

WHRIRAEERK KPR ZRWTEZE - A HEREE ?

Answer | In case of unfortunate death (or permanent disablement) of an insured person caused by the

S

EE fire, we will offer

e Cash benefit with double indemnity
¢ An additional benefit for coma (not applicable to Lite Plan)
e Immediate cash relief for death

If an insured is injured in the fire, we will offer
e Medical expenses compensation for in-patient or out-patient treatment (not applicable
to Lite Plan)
e Additional benefits including

o Broken bone cash benefit for the elderly (not applicable to Lite Plan)

o Daily hospital cash and home nursing allowance (not applicable to Lite Plan)

o Compensation for recovery aids (not applicable to Lite Plan)

o Cash benefit for a family member who needs to take annual leave for looking
after an insured person, if the latter is subject to hospitalisation or home stay as
recommended by doctor(s) for more than 3 consecutive days (not applicable to
the first 2 days of annual leave taken)

o Incase of permanent disablement, rendering an insured person (adult) unable
to perform their occupational duties, a job changing subsidy will be provided
(not applicable to Lite Plan)

(Please refer to the benefit limit for specific plan)
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Regarding Domestic Helper Insurance
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The following FAQ is applicable to SmartHelper Plus only, for other domestic helper related products,
please refer to corresponding policy wordings for detailed coverage.

DUTHH BB EERR " =i, SRERES  WRHEAREREERL - F2EHEMERAIREA
7 o

Q1 What compensation is provided if my foreign domestic helper is injured in the fire?

BHIINER FERK E G TR ERE - W USRS 7

Answer We will cover the clinical expenses, hospital and surgical expenses for the insured foreign

EE domestic helper.

B G L2 IRINER B FT2E A ~ (EBR R T E -

Q2 If my foreign domestic helper is hospitalized due to injury and her service is interrupted,
what compensation is available?

BHMNER BRZEGREER - FURBETERIERT - &R TR ?

Answer We will provide the Service Interruption Allowance. If the insured foreign domestic helper is
B hospitalized as an in-patient for treatment or surgery for a period of five consecutive days or
more, we will pay to the policyholder for the Service Interruption Allowance starting from the
sixth day.
HATR S E AR BT RAG - A2ORIMER (AR HE T H sl EElee sz R sl - 21
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Q3 If my foreign domestic helper passes away due to this fire, is there any compensation?

WRFBAVIMERBRRIK E B » A DUBRSEEREE 7

Answer For this unfortunate situation, we will provide the following coverages:
K e Employees’ Compensation:
If the insured foreign domestic helper dies due to a fire accident during the employment
period, we will cover your liability as an employer under the Employees’ Compensation
Ordinance.
e Repatriation Expenses:
We will cover the actual cost of returning remains to repatriate the insured foreign
domestic helper to his/her home country.
e Replacement Cost:
We will reimbursement the necessary and reasonable expenses (except salary) to
employ a new foreign domestic helper.
e Personal Accident:
If the insured foreign domestic helper sustains injury by accident, resulting directly and

AXA General Insurance Hong Kong Limited - 5/F, AXA Southside, 38 Wong Chuk Hang Road, Wong Chuk Hang, Hong Kong
Telephone: +852 2523 3061 - Fax: +852 2810 0706 - axa.com.hk
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independently of any other cause in his/her death or permanent disablement within one
policy year. We will pay to the insured foreign domestic helper or his/her legal estate.
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The following FAQ is applicable to SmartHelper only, for other domestic helper related products,
please refer to corresponding policy wordings for detailed coverage.
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Q1 What compensation is provided if my foreign domestic helper is injured in the fire?
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Answer = We will cover the clinical expenses, hospital cash subsidy, hospital and surgical expenses for the

EE insured foreign domestic helper.
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Q2 If my foreign domestic helper passes away due to this fire, is there any compensation?
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Answer For this unfortunate situation, we will provide the following coverages:
BE e Employees’ Compensation:
If the insured foreign domestic helper dies due to a fire accident during the employment
period, we will cover your liability as an employer under the Employees’ Compensation
Ordinance.
e Repatriation Expenses:
We will cover the actual cost of returning remains to repatriate the insured foreign
domestic helper to his/her home country.
e Re-hiring Expenses:
We will reimbursement the necessary and reasonable expenses (except salary) to
employ a new foreign domestic helper.
e Personal Accident:
If the insured foreign domestic helper sustains injury by accident, resulting directly and
independently of any other cause in his/her death or permanent disablement within one
policy year. We will pay to the insured foreign domestic helper or his/her legal estate.
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