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We’re here to help
At Travelers Canada we understand that our

customers’ homes and personal property are
their prized possessions. For that reason, we also
recognize that when a significant loss occurs, like
the one you recently experienced, it can often be
difficult to know exactly how to go about the process
of restoring a sense of normalcy to your life.

That’s why we’ve created this guide just for you.
Inside you’ll find a wealth of information to address
the many concerns you undoubtedly have, as well

Please take the time to read through this material
carefully. If anything is unclear or does not
sufficiently answer your questions, we encourage

as pockets for conveniently storing repair estimates,
receipts and other paperwork related to your
insurance claim.

you to contact your Travelers Canada claim
professional. Our overriding concern is to ensure
you can move forward with the same confidence and
peace of mind you had before your loss.

In this guide you’ll find:
Information on what to expect during the claim process.
Detailed answers to customers’ most frequently asked questions.
Pockets for your estimates, receipts and other paperwork related to your claim.
Payment information.

Index:
Throughout this guide you’ll see certain words in bold type.
You can refer to the glossary in the back of this guide for
definitions and further explanations of these terms.
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Next steps

What we will do

What you can do

To prevent the claim process from seeming
overwhelming, we are committed to guiding
you through it step by step. Your Travelers
Canada claim professional is committed to
the following:

Please take the following steps early in the claim process to help ensure the swift resolution of your claim:

•

•

•

Explaining the claim process clearly so you
know what to expect.

Discuss with your Travelers Canada claim professional whether there is anything you should do to prevent
further damage to your property before permanent repairs are made.
–– Be sure to keep all receipts and invoices for any work completed.

•

Review your insurance policy. If you have questions about your coverage, have your claim professional walk
you through your policy step by step.

Carefully and thoroughly evaluating
your damages.
Answering any questions you may have
throughout the process.

•

Discussing our findings with you.

•

Providing a detailed estimate of the damages.

•

•

Resolving your claim as quickly as possible so
that you can begin rebuilding.

Your safety is our top priority. If your property has suffered significant
damage, please be sure to contact the proper authorities and follow
the helpful tips below.
•

•
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Do not go back into your residence until cleared to do so by emergency
personnel or town officials, even if you’ve only had a small fire affecting
one room in your home.
In cases where your entire house and personal property have been
destroyed, please do not risk injury by walking through the debris.

Your dwelling building and detached buildings
Your dwelling building is the physical structure of the place in which you reside. This can include a house,
apartment, condo or other building. Detached buildings are the structures on your property other
than your dwelling. These include detached garages and sheds.

Your inspection and estimate
After inspecting the damage to your dwelling
building and detached buildings, your
Travelers Canada claim professional will prepare
a repair estimate using state-of-the-art software
that takes into account local material prices
and labour rates. Our estimating software is the
same as the software used by many restoration
contractors, and our estimates are based on
materials comparable in quality to those found
in your residence before it was damaged.

Your payment
•

•

•

Your initial payment is typically calculated using the actual cash value (ACV) of your damaged or
destroyed property by subtracting your deductible. Generally, ACV is calculated as the estimated
replacement cost value (RCV) minus depreciation.
If you have replacement cost coverage included on your policy, you may be able to receive additional
money to cover the depreciation of your property. In that case, you may receive two or more claim
payments – an initial payment based on the ACV of your damaged property and then additional
payment(s) once you repair and/or replace the damaged property and provide us with documentation
within two years of the date of your loss. Please refer to your policy and the Depreciation section of this
guide for more information.
If you have a mortgage (or other similar lien) on your property, the mortgage company (or lien holder) has
a financial interest in your property. Your insurance policy requires us to protect the mortgage company’s
interest by including it on any payments made to you for damage to your home or other structures. Your
mortgage company may require you to provide documentation that repairs have been made before
endorsing these payments to you. Because each mortgage company has its own requirements which
may take time to complete, you should talk to your mortgage company as soon as possible regarding its
requirements to minimize any potential delays.

Use the space below to keep track of contact information and reference numbers
for your mortgage company.
Mortgage company:
Mortgage company phone number:
Loan number:
To ensure cheques are issued to the correct payees, please inform your Travelers Canada claim
professional of any changes involving your mortgage company.
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Your dwelling building and detached buildings

Detached buildings information
Detached buildings include, but are not limited
to, a detached garage, storage shed, stable,
studio or boathouse. As with your dwelling
buildings, your claim professional will provide
an estimate should your detached buildings
become damaged.
Depending on the item, these detached
buildings are settled at either RCV or ACV.
Check your policy for more information, or feel
free to contact your Travelers Canada claim
professional for further details.

Frequently asked questions about your dwelling building and
detached buildings
Q: Do I need to hire a contractor?
A: You are not required to hire a contractor to complete the work. If you wish to do so, you are free
to hire the contractor of your choice. We encourage you to check references before hiring
anyone. Be sure your contractor is insured and bonded.
Q: What if the contractor finds damage not included in my initial estimate?
A: It is possible that once a contractor begins working, he or she may discover a need for repairs
beyond those originally authorized. If this occurs, please have your contractor contact your claim
professional before conducting further repairs. Travelers Canada may need to complete
another inspection with your contractor present.
Q: My cheque is made out to me and my mortgage company. How do I go about cashing
the cheque?
A: You should call your mortgage company to determine the steps necessary for it to endorse
the cheque and release the payment to you. Its contact information should be located on your
monthly mortgage statement or payment book.
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Your personal property/contents
Your personal property, or contents, includes any belongings that you would be able to take with you
if you were to move. This generally means items that are not bolted down or permanently installed
(e.g., clothing, furniture).

Your inspection
•

•

•

•

Your Travelers Canada claim professional will
want to make an appointment to inspect the
damage to your personal property.
It is your responsibility to inventory your
belongings, but Travelers Canada will assist
with the inspection and inventory of your
contents on-site and can also go over
your inventory assessment.
Be sure you include information on
each item’s age and approximate repair/
replacement value.
Your policy may include limits for specific
items, such as money and jewellery. Check
your policy for more information, or feel
free to discuss in further detail with your
claim professional.

Your estimate
•

After inspecting the damage, your Travelers Canada claim professional will write an estimate using
state-of-the-art software to help Travelers Canada determine the replacement cost value (RCV) of your
lost or damaged personal property.

Replacing your items
•

When replacing your damaged items, be sure to always save your receipts in the handy pockets available
in this guide. Your Travelers Canada claim professional may ask you to provide them.

Your payment
•

•

Your initial payment is typically calculated using the actual cash value (ACV) of your damaged or
destroyed item(s). Generally, ACV is calculated as the estimated RCV minus depreciation. Depending
upon the circumstances of your loss, some or all of your deductible may be applied to the contents
portion of your claim.
If you have replacement cost coverage included on your policy, you may be able to receive
additional money to cover the depreciation of these items. In that case, you may receive two or more
claim payments – an initial payment based on the ACV of your item(s) and then additional payment(s)
once you repair and/or replace the damaged or destroyed item(s) and provide us with documentation.
Please refer to your policy and the Depreciation section of this guide for more information. You may be
able to claim your reimbursable funds up to two years after the date of your loss.
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Additional living expenses
Your policy may provide coverage for loss of use. The most common type of loss of use is
additional living expenses (ALE).

Understanding ALE
Travelers Canada will pay for necessary increases in your normal day-to-day expenses that you incur if your property is determined to be uninhabitable due to a loss
covered under your policy. These increased expenses due to loss of use are known as ALE. ALE will only be available for the period of time reasonably required to
make your home habitable again. This time period is commonly referred to as the period of restoration.
•
•

•

•
•

ALE should be pre-approved by your claim professional, except in the case of an emergency or extraordinary circumstances.
Your ALE coverage applies to incurred expenses. This means Travelers Canada’s payment for your ALE is possible only after you have paid for the items or services.
Therefore, it is important to save your receipts and provide them to your claim professional. This kit includes handy pockets for your receipts.
As an example, ALE includes the additional, reasonable cost you and your family incur over and above what you would ordinarily spend if you typically eat meals at
home but have to dine out at restaurants until settled into temporary living arrangements that include a kitchen.
ALE does not include excessive expenses that go above and beyond the normal standard of living you maintained before your loss.
Travelers Canada may be able to provide names of housing companies that may be able to assist you with making your temporary living arrangements. These
companies are not affiliated with Travelers Canada, and you are not required to use them.

Keeping track of your additional living expenses
Keeping track of your living expenses is very important. While we encourage you to speak with your claim professional about the best way to track your ALE,
here are some helpful tips:
•

Keep your receipts in chronological order. This will allow you and your claim professional to easily reference them.

•

Include a description of the expense on each receipt.

•

Work with your claim professional to develop a schedule for submitting your receipts.
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Additional living expenses

Calculating your ALE payment
Let’s say your home is uninhabitable after a fire. You and your family may be displaced while repairs are being made and, therefore, you may need to spend money on
temporary living arrangements and/or eating out at restaurants if you don’t have access to a kitchen to cook your meals. During this time, your grocery expenses may
decrease, while your dining out may increase. Here is how your ALE might be calculated:
Your needs

Living expenses pre-fire

Groceries/dining out

$200 a week on groceries and
dining out
$0

Rental home/apartment

Living expenses
post-fire
$250 a week on groceries and
dining out
$750

Estimated ALE payments
to you*
$50
$750

Your payment
Work with your claim professional to develop a schedule for submitting your receipts. Once you have submitted your receipts and any
necessary paperwork, your claim professional will calculate the ALE owed to you.

* Many policies have a limit for ALE. Please work with your Travelers Canada claim professional and your contractor to determine the amount of time reasonably required
to make your home habitable again; doing so will allow you to better manage your expenses.
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Additional living expenses

Frequently asked questions about ALE
Q: Travelers Canada is paying for my ALE while my property is being rebuilt. Do I still have to pay my monthly mortgage payment?
A: Yes. If you have a mortgage on your property, please continue making your monthly payment. Your mortgage payment is not covered under ALE.
If you have any questions, please contact your mortgage company.
Q: My property has to be rebuilt and I’ve decided to include an addition to the structure. Will Travelers Canada continue to pay for my ALE while
the addition is being built?
A: No. You are free to make any upgrades you wish; however, we will only pay for your ALE during the period of time necessary to restore the original
structure to habitable condition. Travelers Canada will not pay for ALE during any time associated with upgrades.
Q: Does ALE include the expenses associated with my pet(s)?
A: Yes, to a certain extent. ALE does include keeping your pet(s) at a kennel or a veterinarian’s office within reason. For example, if your property is
uninhabitable and you must stay in a nearby hotel that does not allow pets, your ALE may include the money you have to spend to keep your
pet in a kennel. On the other hand, if you relocate to a rental home that does allow pets, we will not pay for kenneling. ALE does not include any
veterinarian bills or any other invoices for grooming or upkeep that may occur during this time.
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Depreciation
Your home and most of its contents, such as your television, your washing machine and even your roof,
may lose value over time due to factors such as age, wear and tear, and obsolescence. This loss in value
is commonly known as depreciation.
Understanding depreciation
Under most insurance policies, claim reimbursement begins with an up-front payment for the actual cash value (ACV) of your damage, or the value of the
damaged or destroyed item(s) at the time of the loss.
If you have replacement cost coverage included on your policy, you may be able to receive additional money to cover the depreciation of these items. In that case,
you may receive two or more claim payments – an initial payment based on the ACV of your items and then additional payment(s) once you repair and/or replace
the damaged or destroyed items and provide us with documentation.
Here’s some more information on how we calculate depreciation and determine whether or not you are entitled to any additional payment(s).
Calculating depreciation
Generally, depreciation is calculated by evaluating an item’s replacement cost value (RCV) (i.e., the current cost of repairing the item or replacing it with a similar
one) and its life expectancy (i.e., the item’s average expected lifespan).
For example, let’s say your 37-inch LCD television was destroyed in a house fire. You bought the television four years ago and it was in good condition before the fire.
A similar television is sold in stores today for $1,000 (the RCV). This television has a life expectancy of 10 years, meaning it loses 10% of its value each year. Because
your television was four years old, it had lost 40% of its value before being destroyed by the fire. Therefore, the ACV (i.e., the value at the time of the loss) of your
television is $600. Here is the calculation:

Cost of new TV today: $1,000
(RCV)

–

40% depreciation or $400
(4 years x 10% per year)

=

Value of your TV: $600
(ACV)
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Depreciation

This calculation technique also applies to most of the structural components of your house that wear out over time, such as the roof. If your house has a
25-year composition shingle roof, it generally may depreciate at 4% a year under normal conditions. If the roof is 10 years old at the time of your loss and it
requires replacement, we would subtract 40% depreciation (10 years x 4% a year) from your replacement cost estimate to determine the ACV of your roof.
Please keep in mind the condition of an item may also factor into the depreciation calculation.
Understanding your Travelers Canada estimate
The estimate provided by your Travelers Canada claim professional outlines your initial claim payment
(noted as “Net Claim”) based on the ACV of your property, less your deductible.
If you have replacement cost coverage, you may also see an amount for “Recoverable Depreciation.”
This is the amount of depreciation shown on your estimate that may be recovered. In the example
referencing your television, the recoverable depreciation is $400.
Submitting a request for recoverable depreciation
If you have replacement cost coverage, here are the next steps you should take:
•

Replacement Cost Value
Less Depreciation

$1,000
(400)

Actual Cash Value
Less Deductible

$600
(500)

Net Claim

$100

Recoverable Depreciation

$400

Net Claim If All Depreciation
Is Recovered

$500

Repair or replace the damaged or destroyed item(s).
–– Please keep in mind that when repairing or replacing an item, you may only recover up to the amount you actually spend. For instance, in our earlier example we
determined the RCV of your television was $1,000. If you purchase a replacement television for $900 and submit a request for the recoverable depreciation,
Travelers Canada will reimburse you $300 – the difference between the ACV of your previous television ($600) and the cost of your new one ($900). If you find
that you cannot repair or replace damaged or destroyed item(s) for the replacement cost established on your estimate, please contact your claim professional
before repairing or replacing the item(s).

•

Save all invoices, signed contracts, receipts and/or cancelled cheques associated with the repair or replacement of your property, and submit them to your
claim professional.
–– Specify in writing at the top of each receipt or invoice which items were replaced and/or what work was completed.
–– Provide either the original documents or legible copies to your claim professional, and remember to keep copies for your files.
–– Include your Travelers Canada claim number on all correspondence.

•

Once your request for reimbursement is received, your claim professional will contact you to discuss any additional payment(s).
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Depreciation

Frequently asked questions about depreciation
Q How do I know if I have replacement cost coverage?
A: While there are some exceptions, most insurance policies include some replacement cost coverage. Your Travelers Canada claim professional will go over
your coverage with you upon inspecting your property.
Q: How do you determine the value of my property?
A: We use estimating software that relies on data from many reputable sources. The information in these guides is widely used in the industry and is
composed of relevant data from manufacturers, retailers, installers, contractors, insurance companies, home inspectors, etc.
Q: Are there deadlines I must meet to receive the recoverable depreciation?
A: Yes. Please review your policy for specific details. You may be able to claim your reimbursable funds up to two years after the date of your loss.
Q: What if I decide to buy a more expensive item to replace the one I lost?
A: You may purchase a more expensive item to replace the one you lost, but we can only reimburse you up to the RCV. In the previous example,
we determined the ACV of your 37-inch LCD television was $600, and the cost of a similar television is $1,000. If you purchase
a 46-inch television for $1,500 and submit a request for recoverable depreciation, you will be reimbursed $400 – the recoverable depreciation
on your original television.
Q: What if I decide not to repair or replace my damaged items?
A: This decision is entirely yours. If you do not repair or replace the damaged or destroyed items, you may not be able to submit a request for
additional payment(s).

If you have additional questions regarding depreciation or any other aspect of your claim, please contact your Travelers Canada claim professional.
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Glossary

Actual Cash Value (ACV)

Personal property/contents

The estimated value of the item(s) or damage at the time of
the loss. Generally, ACV is calculated as replacement cost value
(RCV) minus depreciation.

Property you would be able to take with you if you were to move. This
generally means items that are not bolted down or permanently installed
(e.g., clothing, furniture).

Additional Living Expenses (ALE)

Recoverable depreciation

Any necessary increase in your normal day-to-day expenses you incur because
your property is uninhabitable due to a loss covered under your policy. This
includes such things as food and temporary housing.
Deductible

The amount of depreciation shown on your estimate that may be recovered.
If you have replacement cost coverage included on your policy, you may be
able to receive additional money to cover the depreciation of these items once
you repair and/or replace the damaged or destroyed items and provide us with
documentation.

The amount of a loss paid by the policyholder. A deductible is generally a
specified dollar amount or a percentage of your policy limit.

Replacement Cost Value (RCV)

Depreciation
The loss of value that occurs over time to your dwelling and most personal
property/contents due to factors such as age, wear and tear, or obsolescence.
Dwelling building
The physical structure in which you reside (i.e., your home). This includes
attached garages, decks and porches.
Detached buildings
The buildings on your property other than your home. This includes, among
other things, detached garages and sheds.
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The estimated cost of repairing a damaged item or replacing an item with a
similar one not to exceed the maximum dollar amount in your policy.
If you have any questions about these terms or any terms not defined above,
please contact your Travelers Canada claim professional.

Notes
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