「智遊保」iTravel Protect

FAQ
This Frequently Asked Questions is only for reference and does not constitute any part of the insurance contract. For full terms and
conditions and exclusions, please refer to the policy document itself which shall prevail in case of inconsistency.
Related to eligibility
Q:
Who is eligible to enroll?
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A:

2
3
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Individual Plan

All individual customers, aged 18 years to 100 years and who are residing in Hong Kong with valid
HKID cards.

Family Plan

Includes the policy owner, his/her legally married spouse and/or his/ her below aged 18 and
unmarried children, whether natural, step or adopted. The policy owner must reside in Hong Kong
with a valid HKID card and be at the age of 18 to 100 upon applying for a policy. All other insureds
under the policy must possess a valid HKID Card or passport and be at the age of 0 to 100.

Q:

If I am traveling with my friend, do we need to buy two separate travel insurance policies?

A:

Each person must be issued with a separate travel insurance policy.

Q:

Can I apply for the travel insurance the moment when I arrive at my travel destination?

A:

You can only apply for the travel insurance before your departure from the immigration counter of Hong Kong.

Q:

If I am traveling with my family, but I will be returning to Hong Kong earlier than they do. Can we still apply for a family plan?

A:

You can still apply for a family plan and shall select the cover duration of your travel insurance policy based on the return
date of the last person as stated in your family plan, such that all members under the policy can be covered fully. And your
own cover will come to an end as soon as you return to Hong Kong.

Related to the cover
Medical Expenses Benefit
Q:
Is elderly (aged 70 or above) entitled to 100% of the benefit under the cover for “Medical Expenses Benefit”?
5
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A:

For Essence Plan and Select Plan, the benefit amount for the “Medical treatment expenses” and “Follow-up medical
treatment expenses” as stated in the benefits schedule will be reduced by 50% for the age 70 or above of the elderly at
policy issue date. Nevertheless, no benefit reduction will apply to the benefit sub-limit and per visit per day specified in
“Follow-up medical treatment expenses”. If the elderly applies Premier plan, he would be entitled to 100% of the benefit
under “Medical Expense Benefit”.

Q:

What are “Follow-up medical treatment expenses”?

A:

If the insured needs follow-up medical treatment upon returning to Hong Kong, after getting overseas treatment for a
sudden and unexpected illness or accidental during a covered journey, we will reimburse the medical expenses necessarily
incurred by the insured within 90 days after the end of the covered journey.
If the insured has contracted an infectious disease during the covered journey and corresponding diagnosis is made within
10 days after the insured returns to Hong Kong, any medical treatment for the infectious disease will be regarded as followup medical treatment and we shall reimburse the expenses necessarily incurred for the aforesaid follow-up medical
treatment by the insured.
“Follow-up Medical Treatment Expenses” also includes expenses incurred from chiropractic treatment, physiotherapy and
Chinese medicine treatment (bone-setting, acupuncture or herbal treatment) and this benefit is subject to the maximum limit
per visit per day specified in the Schedule of Benefit.
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Q:

What is a “pre-existing medical condition”? Does it mean if I have any pre-existing medical condition, I will not be covered?

A:

“Pre-existing medical condition” means any symptoms of illness or disease exist before the Date of Issue of policy. In
general, the travel insurance will not cover any pre-existing medical condition which may incur any treatment during the
Insured Journey.
However, “Extended cover on pre-existing illnesses” under Premier Plan, it can cover if the insured unexpectedly becomes
ill as a result of a pre-existing medical condition (other than the treatment of injury, congenital condition or disorder; mental
or psychiatric condition or disorder) during the cover journey and the treatment cannot be delayed until the insured returns
Hong Kong, we will reimburse up to the maximum sum assured listed in the benefits schedule 80% of the reasonable
medical expenses incurred, whichever is lower. (Only applicable for all travel destinations other than Mainland China and
Macau.)
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「智遊保」iTravel Protect
Personal Accident
Q:
Are elderly and child entitled to 100% benefit under the cover for personal accident?
8
A:

Elderly (Age 70 or above)
The insured would be entitled to 50% of the benefit.

Child (Age 17 or below)

Covered Activities / Sports
Q:
What kind of sports activities are covered by my travel insurance policy?
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A:

Any amateur sports activities including skiing, bungee jumping, skydiving, paragliding and all kind of water sports. At the
same time, there is no height and depth restrictions for hiking or diving. If you are planning on participating in winter sports
or water activity, you may also like to consider our optional benefits for full protection.

Q:

Am I covered for riding on a hot-air balloon?

A:

It is covered, provided that the manoeuvre or navigation of the hot-air balloon is managed and controlled by another person
who is adequately licensed for guiding such activity and the provider of such activity must be authorised by the relevant
local authority.

Travel Inconvenience
11 Q: If the government of HKSAR has issued an Outbound Travel Alert to the destination where I'm planning to go after I applied
the policy, and yet I am still going anyway, am I still covered?
A:

If the government of HKSAR has issued an Outbound Travel Alert to the destination within 1 week before the trip starts and
you decide to go, you can be still covered.

Personal Baggage and Money
12 Q: Are my laptop, camera, mobile phone and tablet that I bring along to my travel being covered?
A:
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Q:
A:

Yes, they can cover, however, it is subject to the plan you selected.
Premier Plan
Select Plan

laptop computer, photographic equipment, mobile phone and tablet computer

Essence Plan

laptop computer and photographic equipment

Are the money and jewelries that I bring along to travel being covered?
Money

We will pay for the loss of the insured’s cash, bank notes, or traveller’s cheques, if the loss
is due to theft, robbery or burglary during a covered journey.

Jewelries

Not covered.

Rental Vehicle
14 Q What will I be covered when renting a vehicle for a road trip in case of car accident?
A

During the covered journey, if you rents a vehicle that is covered by a comprehensive motor insurance policy, and in the
unfortunate event that the rental vehicle is stolen or is damaged due to an accident or collision, we will reimburse the rental
vehicle excess or deductible for which the insured becomes liable. Please be advised that this benefit is only applicable for
Select Plan and Premier Plan.
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Other enquires
15 Q: Can I reschedule my journey after I apply iTravel Protect?

16

17

A:

Yes. You can extend or reschedule your cover before your covered journey. Or, you can even extend your cover during
your covered journey if you decide to stay longer. All of this can be done wherever you are, through our AIA Connect mobile
app.

Q:

What does “immediate family member” refer to?

A:

“Immediate Family Member” refers to the Insured’s legal spouse, child (natural, step or adopted); sibling; sibling-in-law;
parent; parent-in-law; grandparent; grandchild; legal guardian or step-parent.

Q:

Which benefit is paid in form of a lump sum cash benefit or reimbursement?

A:

Please refer to the below table for details.

Core Benefits
Payout Method
Reimbursement

Cover Item

Medical treatment expenses
Deposit guarantee for hospital admission

Directly paid by us

Overseas hospital cash

Cash benefit

Follow-up medical treatment expenses
Trauma counselling
Personal accident
Credit card balance protection

Reimbursement
Reimbursement
Cash benefit
Reimbursement

Emergency medical evacuation

Directly paid by us

Repatriation of remains

Directly paid by us

Compassionate visit

Reimbursement

Return of unattended children

Reimbursement

24-hour worldwide telephone enquiry services

Not applicable
Cash benefit or
Reimbursement
Reimbursement

Travel delay
Missed flight departure
Baggage delay

Cash benefit

Journey cancellation

Reimbursement

Journey curtailment

Reimbursement

Missed event

Reimbursement

Baggage and personal effects

Reimbursement

Travel documents

Reimbursement

Personal money

Reimbursement

Personal liability

Reimbursement

Rental vehicle excess

Reimbursement

Optional Benefits
Category

Winter Sports

Water Sports

Cruise
Vacation

Destination
Wedding and
Photoshoot

Cover Item

Top-up coverage on medical expenses
Piste closure
Pre-paid booking for winter sports activities
Winter sports equipment hire
Damage to hired winter sports equipment
Top-up coverage on medical expenses
Pre-paid booking for water sports activities
Water sports equipment hire
Damage to hired water sports equipment
Top-up coverage on journey cancellation or curtailment
Missed cruise departure
Excursion tour cancellation
Satellite phone fee
Missed boarding on ports of call after excursion
Involuntary change of port
Wedding attire
Marriage certificate
Personal liability for invited guests
Closure of wedding service providers
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Payout Method
Reimbursement
Cash benefit
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Reimbursement
Cash benefit
Reimbursement
Reimbursement
Reimbursement
Reimbursement

「智遊保」iTravel Protect
Document Checklist for Travel Claim
This checklist is for reference only. Our company may request for additional documents for verification.
Claim Item
Medical Expenses

Claim Documents Checklist
1. Original / certified true copy of medical bills showing the medical expenses and diagnosis
2. Copy of medical report and referral letter for medical treatments conducted by specialists,
chiropractors or physiotherapists
3. Copy of letter of hospital admission and discharge summary

Personal Accident

1.
2.
3.
4.
5.

Copy of overseas police report or incident report issued by relevant authority (if applicable)
Copy of medical report / coroner’s report
Original / certified true copy of death certificate (if applicable)
Copy of relationship proof to the insured e.g. birth certificate, marriage certificate (if applicable)
Original / certified true copy for the Letters of Administration / grant of probate (if applicable)

Journey Cancellation /
Curtailment

1.
2.
3.
4.

Journey cancellation / curtailment proof e.g. copy of medical report or death certificate
Copy of refund confirmation issued by public common carrier or travel agency (if applicable)
Copy of relationship proof to the insured e.g. birth certificate, marriage certificate (if applicable)
Original / copy of paid travel expense / accommodation fee and / or tour fee and / or sightseeing
event receipt (if applicable)
If journey cancellation / curtailment is due to death, serious physical injury or serious illness of the
insured, immediate family members or travel companion, please provide their copy of death / medical
certificates and relationship proof (if applicable)

5.

Travel / Baggage Delay

1.
2.
3.

Copy of written report from the related public common carrier with reason and duration for the travel
delay or baggage delay
Copy of scheduled and actual itinerary flight boarding pass / electronic boarding pass (if applicable)
Original / copy of receipts for additional hotel accommodation, travel ticket and / or necessities
expenses due to travel delay or baggage delay (if applicable)

Missed Event

1.

Original / copy of booked ticket cost to overseas theme park or sports events or music or
performance events (receipt or payment details) (if applicable)

Loss / Damage to Personal
Baggage or Personal
Belongings

1.
2.
3.
4.

Color photo showing the extent of damage to the claim item
Copy of overseas police report / property irregularity report (if applicable)
Copy of repair quotation of the damaged item
Original / copy of purchase receipts of the lost / damaged item (if applicable)

Loss of Personal Money

1.
2.

Copy of overseas police report / property irregularity report (if applicable)
Original / copy of receipts for extra accommodation fee, travelling expenses, replacement of lost
travel documents and / or travel tickets (if applicable)

Personal Liability

1.
2.
3.

Copy of overseas police report or incident report issued by relevant authority (if applicable)
Original / copy of compensation invoice and payment receipt for damage item (if applicable)
Copy of other related documents e.g. summons, all court documents, solicitors’ correspondences (if
applicable)

Rental Vehicle Excess

1.
2.
3.
4.

Copy of rental vehicle’s comprehensive insurance policy
Copy of vehicle rental agreement
Original / copy of excess receipt and / or rental receipt
Copy of damage incident report

Overseas Wedding &
Photoshoot

1.
2.

Copy of agreement between the Insured and the wedding service providers
You may refer to the following claims categories for the relevant claims documents:
Medical Expenses; Loss / Damage to Personal Baggage or Personal Belongings

Water Sports

1.

You may refer to the following claims categories for the relevant claims documents:
Medical Expenses; Loss / Damage to Personal Baggage or Personal Belongings

Winter Sports

1.

You may refer to the following claims categories for the relevant claims documents:
Medical Expenses; Loss / Damage to Personal Baggage or Personal Belongings

Cruise Vacation

1.

Official receipt and confirmation issued by the satellite phone service provider showing the relevant
date and time, the expenses incurred and the name of phone user
You may refer to the following claims categories for the relevant claims documents:
Journey Cancellation / Curtailment

2.
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How to Claim
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How to Change Travel Dates
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