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Home Insurance / Medical Insurance / 
Maid Insurance / Pet Insurance / Travel Insurance 

Frequently Asked Questions 
 

Regarding the recent fire at Wang Fuk Court, Tai Po, our company and staff are deeply 
saddened by the casualties resulting from the incident. Blue Cross is offering full support to 
affected customers. We have introduced simplified claim procedures and flexible arrangements. 
For assistance, please call our Customer Hotline at 2839 6333. 

 

Home Insurance 

1. What does my home insurance cover in this incident? 
Home insurance covers loss or damage to household contents due to an accident (such as 
fire), including furniture, home appliances, interior decoration, valuables, cash, and personal 
belongings of domestic helpers kept inside the home. Benefits payable depends on the 
selected plan. 
 

2. How do I submit a claim after the incident? 

We have introduced a simplified claim procedure for affected customers: 

• Submit claim details via email to SpecialEnquiry@bluecross.com.hk, stating your policy 
number or insured’s name and address in the email subject line. 

• We and our appointed loss adjuster will respond promptly. 

 

3. What documents are required for the claim? 
Required documents include: 

Coverage Claims Information and Documents 
Household Contents 

1. Itemised list of damaged items with details 
2. Receipts for temporary accommodation 

Building Structure 
Alternative Accommodation 

Accidental Death 
1. Death certificate 
2. Probate documents 

If you cannot provide the above documents, we will contact you and offer a simplified 
procedure. 

mailto:SpecialEnquiry@bluecross.com.hk
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4. When should I submit the claim? 
It is advised to submit the claim as soon as possible after the incident. We will handle such 
claims flexibly for this incident. 

 

5. How long does the claim process take? 

Upon receiving the claim documents or after the loss adjuster’s assessment, Blue Cross 
generally completes review and notifies the result within 7–14 working days. 

 

6. How to file claim if my ID, passport, or policy documents has lost or damaged? 

We will handle such claims flexibly for this incident. 

 

7. I urgently need funds. Can I receive payment quickly? 

Blue Cross will fully support customers during this difficult time. In addition to hotline 
assistance, we will provide an advance emergency cash allowance to affected policyholders. 
We have proactively contacted customers to arrange payment. You may also call Customer 
Hotline at 2839 6333. 

 

8. I am a tenant, not the owner. Does the coverage apply? 

Home Insurance applies to both tenants and owners, covering household contents and 
personal accident protection. 

 

9. My home is temporarily uninhabitable. Does the policy cover temporary 
accommodation? 

If household contents are damaged due to an accident (such as fire) and the home becomes 
uninhabitable, the policy will reimburse necessary and reasonable expenses for temporary 
accommodation during repairs. Insured are advised to keep all receipts for claims. Benefits 
payable depends on the selected plan. 

 

10. Are my children’s school bags, textbooks, and computers covered? 

These items are considered household contents and are covered under Home Insurance. 
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11. Are gold or jewelry stored at home covered? 

Household contents coverage includes valuables and cash. Benefits payable depends on 
the selected plan. 

 

12. Are my domestic helper’s personal belongings covered? 

We will pay for accidental loss or damage to the domestic helper’s personal belongings 
caused by an accident (such as fire) during the policy period. 
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Medical Insurance 

 

1. What does my medical insurance cover in this incident? 

Eligible medical expenses arising from this accident will be reimbursed under Hospitalisation 
& Surgical Benefits and Outpatient Benefits (if applicable). For full details, please refer to the 
Schedule of Benefits in your policy and the policy terms and conditions. Common coverage 
includes: 

• Hospitalisation: Room and board, nursing services 

• Surgical Expenses: Surgeon’s fees, anesthesia’s fees, operating theatre charges 

• Diagnostic Tests: X-ray, MRI, CT scans, blood tests 

• Inpatient Medication: Drugs required during hospital stay 

• Outpatient Expenses: Consultation fees and medication 

• Emergency Outpatient: Treatment at hospital Accident & Emergency due to accident or 
sudden illness 

 

2. How do I submit a medical claim? 

After receiving treatment, submit your claim via: 

• Online: BlueCross+ Customer Platform, Blue Cross HK mobile app, or 
www.bluecross.com.hk 

• By mail or in person: Complete the Outpatient Claim Form and/or Hospitalisation & 
Surgical Claim Form, attach required documents, and send to: 
Medical Claims Department: 

54/F, Hopewell Centre, 183 Queen’s Road East, Wan Chai, Hong Kong 

If you cannot submit as above, we will provide flexible arrangements and simplified 
procedures. For assistance, please call Customer Hotline at 2839 6333. 

 

3. What documents are required? 
Please refer to the claim process for details. 

 

 

  

https://ap.bluecross.com.hk/shared/forms/Outpatient_Claim_Form.pdf?r=396544.880580709#page=1&view=Fit&toolbar=1
https://ap.bluecross.com.hk/shared/forms/Hospitalisation_&_Surgical_Claim_Form.pdf?r=747735.6389359768#page=1&view=Fit&toolbar=1
https://ap.bluecross.com.hk/shared/forms/Hospitalisation_&_Surgical_Claim_Form.pdf?r=747735.6389359768#page=1&view=Fit&toolbar=1
https://ap.bluecross.com.hk/shared/general/Medical_Claims_Procedure_Eng.pdf?r=307120.2744731702#page=1&view=Fit&toolbar=1
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4. When should I submit the claim? 

It is advised to submit the claim as soon as possible after consultation or discharge. We will 
handle such claims flexibly for this incident. 

 

5. How long does the claim process take? 

If claim documents are complete, it generally takes 7–14 working days to approve the 
claims. 
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Maid Insurance 

 

1. Will the insurance cover medical expenses if the domestic helper is injured in this 
incident? 
Outpatient, hospitalisation and surgical expenses arising from injuries sustained in this 
incident will be covered, subject to the maximum benefit limit under the selected plan. 

 

2. If the domestic helper is seriously injured in this incident and needs to be repatriated, 
and a new helper is hired, will the insurance cover these costs? 
If the domestic helper needs to be repatriated due to serious injury that he/she is deemed 
unfit to work, the policy will cover: 

a. Single-trip economy class air-ticket for the domestic helper to return to his/her country of 
origin; and 

b. Reasonable expenses for hiring a new overseas domestic helper, including employment 
agency fee, expenses for single-trip economy class air-ticket and visa application. 

 

3. What is the cover if the domestic helper is injured or passes away in this incident? 
If the domestic helper is injured or passes away due to an accident during employment, 
compensation will be calculated according to the Employees’ Compensation Ordinance. 

 

4. If the domestic helper is hospitalised and temporarily unable to work, is there wage 
compensation? 
If the domestic helper is unable to work due to injury, compensation will be calculated 
according to the Employees’ Compensation Ordinance. Additionally, if hospitalisation is 
required, an extra cash allowance will be provided starting from the 4th day of confinement. 

 

5. The domestic helper’s passport and work permit were destroyed. How to claim? 
We will handle such claims flexibly for this incident. 

 

6. If the domestic helper needs temporary relocation due to this incident, is the cost 
covered? 
This policy does not cover such expenses. However, if the employer also purchased our 
home insurance, related coverage will be provided. 
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7. Are the domestic helper’s personal belongings covered? 
The domestic helper’s belongings are not covered under this policy. However, if the 
employer also purchased our home insurance, loss of personal belongings of domestic 
helper can be claimed under the home insurance. 

 

8. How long does the claims process usually take? 
If claim documents are complete, it generally takes 7–14 working days to approve the 
claims. We will prioritise claims related to this incident to expedite processing. 
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Pet Insurance 

 

1. If the pet is injured in this incident, are medical expenses claimable? 
If the insured pet is injured in this incident, clinical and surgical expenses, room and board 
will be covered, subject to the plan’s coverage. 

 

2. What is the cover if the pet passes away in this incident? 
If the pet passes away in this incident, some plans provide coverage for funeral service 
expenses. 

 

3. If temporary pet boarding is needed due to this incident, is the cost covered? 
If the policyholder is hospitalised for more than 4 consecutive days, the plan will cover pet 
sitting expenses. Given the special circumstances, we will handle such claims flexibly. 

 

4. The pet’s vaccination records and registration documents were lost. How to claim? 
We will handle such claims flexibly for this incident. 

 

5. If the pet shows anxiety or behavioural issues after the incident, is psychological 
treatment covered? 
If the pet is diagnosed as suffering any mental or emotional disorder by a vet, behavioural 
treatment expenses will be covered. 

 

6. Is third-party liability (e.g. pet bites someone) caused by this incident covered? 
The plan includes third-party liability coverage. If the pet injures someone due to this 
incident, it will be covered. 

 

7. How long does the claims process usually take? 
If claim documents are complete, it generally takes 7–14 working days to approve the 
claims. We will prioritise claims related to this incident to expedite processing. 
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Travel Insurance 

 

1. If I need to cancel my planned trip due to this incident, will travel insurance provide 
compensation? Can I claim for prepaid flight and hotel expenses? 
If the insured person’s home suffers serious damage, or if an immediate family member, 
domestic helper, or travel companion suffers serious injury or passes away within 7 days 
before the scheduled departure date due to this incident, Blue Cross’ travel insurance offers 
Trip Cancellation Benefit to reimburse the loss of unused and irrecoverable expenses of 
travel ticket, accommodation and tour package. The amount payable is subject to the 
maximum benefit limit under the selected plan. We will handle such claims flexibly for this 
incident. 

 

2. If my departure is postponed due to this incident, can I cancel the policy and get a 
refund? 
Considering the special circumstances, if the customer cannot depart and cancels the trip 
due to this incident, we may handle the policy cancellation request on a discretionary basis. 

 

3. Does travel insurance provide emergency assistance services, such as help with 
changing flights or arranging accommodation? 
The policy does not provide emergency assistance services for changing flights or arranging 
accommodation due to this incident. Blue Cross is offering heartfelt support to affected 
customers.  For other enquiries regarding the policy, customers may call our Customer 
Hotline at 2839 6333. 

 

4. If I am already overseas but need to end my trip early and return to Hong Kong due to 
this incident, does travel insurance provide coverage? 
During the trip, if the insured person’s home in Hong Kong suffers serious damage, or if an 
immediate family member or domestic helper suffers serious injury or passes away due to 
this incident, and the trip needs to be curtailed to return to Hong Kong, travel insurance 
offers Trip Curtailment Coverage, subject to the maximum benefit limit under the selected 
plan. 

 

5. How long does the claims process usually take? 
It generally takes 7–14 working days to approve the claims. But we will prioritise claims 
related to this incident to expedite processing. 

 

The above information is for reference only. For full terms and conditions, please refer to the policy document. 
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