
Contact our 24/7 emergency value added services and claims line. 
We’re here when you need us most.

For us Insurance Good and Proper is a way of life.

Our range of SOS services will help you wherever you are.

Santam is an authorised financial services provider (FSP 3416), a licensed non-life insurer and controlling company for its group companies.

SOS EMERGENCY 
VALUE-ADDED 

SERVICES 
CALL 0860 505 911



 Santam is an authorised financial services provider (FSP 3416),  
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  ROAD ASSISTANCE

Product description
If you’re stuck with a flat tyre, flat battery, or any other 
emergency on the side of the road, you can call Santam’s SOS 
services at any time, night or day to arrange for help.

Definition of “your vehicle”:
means the car, light delivery vehicle, trailer or caravan, insured 
under “Vehicles” as shown in your policy summary. Vehicles as 
defined above, registered in the name of the policyholder or 
spouse, not insured under this policy, will also enjoy cover.

What are your benefits?

Mechanical and electrical breakdown
• Towing services are provided to tow your vehicle to the 

nearest place of repair or safekeeping.
• An additional tow-in will be provided in the event that the 

most appropriate place of repair is not open at the time of 
the incident.

PLEASE NOTE: Upon request, your vehicle will be towed from 
your home to another place of safekeeping, but you do not qualify 
for an additional tow-in from the place of safekeeping.

Jump-start service
• A service provider is dispatched to jump-start your vehicle.
• The service is limited to reasonable services to mobilise 

your vehicle, but excludes the cost of parts, components, 
lubricants and similar charges.

• If the problem cannot be resolved, your vehicle will be towed 
to the nearest place of safekeeping.

• An additional tow-in will be provided in the event that the 
most appropriate place of repair is not open at the time of 
the incident.

• You will also receive assistance at non-roadside locations.
• New vehicles still under warranty should not be jump-started; 

a tow-truck will be dispatched to tow your vehicle to the most 
appropriate place of repair or safekeeping.

Keys locked in your vehicle
• A service provider will be dispatched to unlock your vehicle 

and the cost of the call-out fee and one hour’s labour is 
covered.

• The service excludes parts, components, keys or key cutting 
costs, lubricants or similar charges.

• If a key is broken in the ignition or door, a service provider will 
be dispatched.

• If the problem cannot be resolved, the cost of additional 
services, such as a tow-in is for your account.

• If the locksmiths are unable to unlock newer model vehicles; 
your vehicle can be towed to the nearest appropriate place 
of repair or safekeeping or to any place you request on the 
condition that you understand you are liable for this cost and 
that you settle this cost at the time of service.

• If there is an attempted hijacking or theft of your vehicle 
and the services of the locksmith, tow-in or similar are 
required, we will provide assistance on the condition that you 
understand you are liable for this cost.

• Should keys be lost or stolen (not locked in your vehicle) you 
will receive assistance on the condition that you understand 
that you are liable for this cost.

Tyre change service
• A service provider is dispatched to change a flat tyre at both 

roadside and non-roadside locations.
• If you do not have a spare tyre or the required equipment, 

your vehicle can be towed on the condition that the member 
pays for the service.

• Any cost for the repair of the tyre, parts and wheel balancing 
or similar charges are excluded.

Running out of fuel
• 10 litres of fuel is supplied in the event of your vehicle running 

out of fuel.
• Fuel assistance at non-roadside locations will be rendered on 

the condition that you understand you are liable for this cost.
• Six incidents are covered per renewal period.

Additional assistance 
Should you have an emergency on the side of the road, more than 
100 km from your home, you have access to one of the following 
to a maximum of R500:

• Accommodation for one night.
• Arrangement of a taxi service.

Where we refer to the word ‘member’ in this document, it means you / your / yours as defined in your policy.

THE VALUE ADDED SERVICES ARE PROVIDED BY A CONTRACTED THIRD PARTY SERVICE PROVIDER:

Road 
assistance

Legal 
assistance

Medical 
assistance

Route 
assistance

Home drive 
assistance

Home 
assistance
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• Rental of a class B vehicle (valid credit card to be produced).

Cost of repatriation (towing or transportation) of your vehicle 
after repair, is covered to a maximum of R500.

What are the terms and conditions?
Any assistance which road assistance does not cover, but offers 
on the condition that you are liable for the cost, is subject to your 
payment of the cost at the time of service.

Road assistance excludes assistance in the following incidents:

• The cost of repair of parts, such as new batteries, tyres, 
locks, keys, etc.

• The cost of towing or repairs if the contracted third party 
service provider did not request the service.

• Commercial vehicles used for conducting a business or trade.
• Any motorcycle, scooter, scrambler or quad bike.
• Vehicles not registered under The National Road Traffic Act 

or similar legislation applicable in South Africa.
• Vehicles that are un-roadworthy or clearly in a state of 

neglect.
• Recovery of your vehicle, i.e. any costs incurred in order to 

move your disabled vehicle into a position to facilitate a tow.
• Any damages that may be caused by external factors i.e. 

potholes, roadworks, etc.
• Towing of your vehicle further than the nearest place of 

repair or safekeeping unless the policyholder is responsible 
for the additional costs.

• Costs incurred for assistance following an attempted theft, or 
hi-jacking of your vehicle. 

  HOME ASSISTANCE

Product description
Home assistance is a 24-hour helpline which provides you with 
assistance for emergency household repairs that need to be 
carried out and that could result in consequential damage. It may 
also refer to a situation where you have no access to essential 
services such as electricity, hot water or sanitary use.

What are your benefits?
• A service provider will be dispatched in the event of electrical 

and plumbing problems, locksmiths, glaziers or if an essential 
appliance needs to be repaired.

• Three incidents per renewal period are covered up to a 
maximum of R600 per incident. If the incident amount 
exceeds R600, the member will be liable for the outstanding 
amount.

• The cost includes a call-out fee and the first hour of labour 
but excludes costs related to parts.

• You will receive assistance in the event of non-emergency 
repairs. You will then be liable for costs and must settle these 
costs directly with the service provider at the time of repair.

What are the terms and conditions?
• Incidents not attended to on the instruction of a contracted 

third party service provider case manager will not be 
considered after any repair.

• Emergency repairs outside of the domestic property are not 

included i.e. office premises, public buildings.
• A repair is considered per service category (e.g. if an 

electrician is called out to repair a fault on the distribution 
board, as well as an electrical connection, this is treated as 
one call-out and the cover is limited to R600).

• If an appliance is still under warranty, it will be referred to the 
manufacturer for repair.

• The benefit period is the renewal period and the benefit does 
not accumulate but is a maximum amount per incident.

• Service guarantees vary and will be stated on the service 
provider’s invoice.

  HOME DRIVE ASSISTANCE

Product description
Home drive assistance is a unique solution for encouraging 
members to drive responsibly. It is a designated driver service 
that ensures that you arrive home safely after a night out with the 
added convenience of having your vehicle safely driven home for 
you.

Definition of “your vehicle”:
means the car, light delivery vehicle, trailer or caravan, insured 
under “Vehicles” as shown in your policy summary. Vehicles as 
defined above, registered in the name of the policyholder or 
spouse, not insured under this policy, will also enjoy cover.

What are your benefits?
• Contact the Home drive assistance team, and a service 

provider will be dispatched to ensure that you and your 
vehicle arrive home safely. We will dispatch a vehicle with two 
drivers and drive you home in your own vehicle.

• All drivers are in possession of a public driver’s permit, carry 
a cellphone and dress professionally. The drivers all speak 
English and receive customer service training.

• The benefit includes Home drive assistance within a 50km 
radius of city centres in Johannesburg, Pretoria, Nelspruit, 
Polokwane, Durban, East London, George, 
Cape Town, Port Elizabeth and Bloemfontein.

• The cost of travelling beyond 50km is for the policyholders 
own account. 

• Home drive assistance provides cover for six incidents per 
renewal period.

• Should you require additional trips, the contracted third party 
service provider will facilitate the booking on the condition 
that you are liable for this cost. 

• These services are available to you, the policyholder, only. Up 
to four or five additional passengers can be transported to 
the same point at no additional cost. 

What are the terms and conditions?
• This service starts at 17h30 and ends at 03h00 daily.
• Where possible bookings should be made at least 48 hours in 

advance. 
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• Bookings can be arranged as follows:
– during off peak times from Sunday evening to Thursday 

morning you must book this service between 08h00 
and 02h00, at least 60 minutes before your intended 
departure;

– during peak times from Thursday evening to Sunday 
morning and public holidays (the night before and on 
the day), you must book this service between 08h00 
and 01h00, at least 120 minutes before your intended 
departure;

• At the specified time and location, the call centre will notify 
the client that the pick-up-driver has arrived, at which time 
the member will have 15 minutes to meet the driver. After 
the 15 minutes the call centre will notify the member that the 
pick-up-driver will be leaving and the trip will be cancelled.

• Cancellation and rescheduling fees:

– Two hours prior to booked collection time – Rnil.

 – One hour prior to booked collection time – One incident 
will be eliminated.

  ROUTE ASSISTANCE

Product description
Route assistance is a 24-hour directions service to guide you 
when travelling within the borders of South Africa. The helpline 
offers assistance when you are lost or have left your directions 
at home / office. Clear directions are given telephonically whilst 
on route or e-mailed to a specific address. The helpline offers 
detailed map information of major metropolitan areas such as 
Johannesburg CBD, West Rand and East Rand, southern and 
northern suburbs of Johannesburg, Pretoria, Port Elizabeth and 
Cape Town. The helpline also offers basic route information of 
rural areas.

  MEDICAL ASSISTANCE

Product description 
In the event of any medical emergency, you can contact Santam 
SOS services 24 hours a day to arrange emergency medical 
assistance and transportation.

What are your benefits?
• 24 hour emergency advice and assistance call centre.
• Immediate dispatch of emergency medical services in order 

to provide life-saving assistance.
• Emergency transportation by air or road ambulance.
• Following an incident, your children are transported to a 

place of safety if required.
• Access to non-emergency medical transportation, for your 

own cost.
• Arrangements for compassionate visit by a family member.
• Referrals to doctors and other medical facilities.
• The relaying of information to a family member or 

acquaintance.

• Unlimited telephonic trauma counseling.
• Repatriation to an appropriate facility in area of residence 

after an incident.

  LEGAL ASSISTANCE

Service
• This service is a broad-based service which provides you 

with legal advice and assistance.
• It is a legal service provided to you by the supplier through 

its internal legal advisors who shall be admitted attorneys or 
external practicing attorneys.

The service comprises
• A 24-hour telephonic legal advice line.
• A document service.
• A direct legal consultation service.

Examples of documents
• Small claims court kit
• Domestic worker’s agreement
• Maintenance kit

If requested, the panel of attorneys may also draft a letter on your 
behalf, free of charge.

• The 24-hour advice line initially serves as a portal for 
policyholders who have legal enquiries.

• Upon receiving a call, an adviser, based on the nature of the 
matter, is able to consider a number of alternatives. The 
adviser may:

 – Deal with the matter expeditiously by providing advice 
and dispensing with it.

 – Inform you that the matter is of such a nature that the 
adviser requires an opportunity to research the law.

 – Forward a standard legal document to you to use in the 
matter at hand.

 – Recommend that you attend at an attorney who, or 
whose firm is a member of the supplier’s national panel of 
attorneys who render such services for a 30 minutes free 
consultation. It is your prerogative to further instruct the 
attorney. If you do not instruct the attorney, you will be in 
a position to negotiate the fees with the attorney.

• When you call in, the service will be identified as Santam 
Legal Advice.


