L’assurance de la meilleure
assistance routière au pays

Cabinet en assurance de dommages

Roadside Assistance
Program

User Guide

Automobile

1 877 671-8352

1 877 671-8352
Guide de l’usager

Automobile
Programme
d’assistance routière

Firm in Damage Insurance

The best roadside assistance
program in the country

Roadside Assistance
Program

Automobile

1 877 671-8352

TABLE OF CONTENTS
Welcome.................................................................................................. 2
General inquiries,
customer service and travel planning...................................................... 2
General information.................................................................................. 3
How to obtain emergency roadside
and towing services................................................................................. 4
Services covered by the
Roadside Assistance Program and annual limits.................................... 4
a) Emergency roadside and towing services.......................................... 5
Using a non-approved roadside service facility................................. 8
b) Travel planning
(personalized itinerary)........................................................................ 9
c) Trip interruption protection
and conditions..................................................................................... 9
How to claim....................................................................................... 10
d) Traffic accident emergency services.................................................. 11
e) Motorist special services.................................................................... 11
General conditions................................................................................... 12

WELCOME

As a privileged client of La Capitale General Insurance Inc., you now have access
to an extensive range of roadside services 24 hours a day as well as travel
planning services.
This guide outlines all of the services and benefits available to you and how to
use them.
We suggest that you read it carefully and that you keep it in the insured vehicle’s
glove compartment with the “Joint Accident Report” included with this kit.

HAPPY CAREFREE DRIVING!

www
GENERAL INQUIRIES, CUSTOMER SERVICE AND TRAVEL PLANNING

Remember, the Roadside Assistance Program will be there when you need help,
offering you security and peace of mind. If you have any questions, do not
hesitate to call us:
For customer service:
24 hours a day;
7 days a week;
Anywhere in Canada
and in the United States (excluding Alaska and Hawaii)
1 877 671-8352
lacapitale.com
For travel planning:
Monday to Friday
8:30 a.m. to 6:30 p.m.
1 877 671-8352
Or you can write to us at:
La Capitale General Insurance Inc.
Roadside Assistance Service
625 Jacques-Parizeau St
PO Box 17100
Quebec QC
G1K 9E2
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GENERAL INFORMATION
Who is covered?
For the following services:
a)
b)
c)
d)

Emergency Roadside Assistance
Travel Planning Services
Trip Interruption Services
Traffic Accident Services

The Roadside Assistance Program covers the private passenger vehicle registered
under La Capitale General Insurance Inc., as well as any truck camper installed
on the vehicle at the time of breakdown. Coverage is extended to anyone who is
driving the vehicle at the time of the service request. However this protection does
not apply to the following vehicles:

w
w
w
w
w
w

A vehicle that is covered by Commercial Insurance;
Off road vehicles, notably snowmobiles and all-terrain vehicles;
Two or three-wheelers (ex: motorcycles and mopeds);
Motorhome, farm tractor, 5th wheel, camping trailer and utility trailer;
Vehicles weighing more than 4,500 kg (10,000 pounds);
Vehicle not registered or in storage.

To obtain service, simply call the toll free number indicated on your membership
card, quote the membership number to the customer service representative on
the phone and a service facility will be sent out to help you.
For the following services:
e) Motorists special services
Coverage extends to named cardholder only.
f) Bike Assist
The cardholder and all individuals residing at the same address are covered.
Renewal
Your will not receive a new membership card each year.
Lost card
If you lose your card, call the Roadside Assistance Program at 1 877 671-8352 and
we’ll replace it free of charge. You should note, however, that a new membership
kit will only be sent upon request.
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HOW TO OBTAIN EMERGENCY ROADSIDE
AND TOWING SERVICES
1. Contact your Roadside Assistance Program from anywhere in Canada or in
the United States (excluding Alaska and Hawaii) using the toll free number
noted on the back of your membership card (1 877 671-8352).
We are available to serve you 24 hours a day, 7 days a week, 365 days a year.
2. Provide our customer service representative with your membership number,
the nature of your difficulty and your location.
3. The representative will make the necessary arrangements to have a service
vehicle sent to assist you.
4. Present the service facility with your membership card for identification
purposes.
The service will be free of charge according to the terms and limits describe
hereafter.
SERVICES COVERED BY ROADSIDE ASSISTANCE PROGRAM AND
ANNUAL LIMITS
a) Emergency roadside and towing services
We’ll help you get back on the road in a hurry for the following emergency road
services:

w
w
w
w
w
w

Dead battery;
Flat tire service;
Delivery of gas;
Lockout service / lost or broken keys;
Towing in the event of mechanical breakdown;
Extrication of your vehicle;

Limit:

Up to four service calls per year for each Roadside Assistance
Program card issued for all of the above situations.

Period: The four service calls are calculated on a prorata basis as of the date
of your program membership. This date may differ from the date of
your insurance policy.
b ) Travel planning services
		
No annual limit.
c)
		

Trip interruption protection
No annual limit.

d ) Traffic accident emergency services
		
No annual limit.
e)
		
f)

Motorist and special services
No annual limit.
Bike Assist
Limit: Up to four service calls per year, but not in addition to those
provided in point a) Emergency roadside and towing services.
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A) EMERGENCY ROADSIDE AND TOWING SERVICES
You can count on the Roadside Assistance Program whenever you need
emergency roadside assistance. A qualified service facility will be dispatched to
provide you with prompt, efficient service anywhere in Canada and in the United
States (excluding Alaska and Hawaii). Simply contact the Roadside Assistance
Program toll-free number 1 877 671-8352, 24 hours a day, 7 days a week.
Once the servicing facility arrives, you need only present your membership card
to obtain service.
If you are unable to contact the Roadside Assistance Program toll free number
and need to arrange for emergency assistance on your own, you may send in
for reimbursement as outlined in the section “Using a non-approved roadside
service facility” in this guide.
DEFINITION OF SERVICES
Battery boosting
The roadside service employee will attempt to get your vehicle started with a
battery boost. If the battery is frozen due to extremely cold weather, a boost may
cause damage. The Roadside Assistance Program will tow your vehicle up to 50
kilometres to a location of your choice, where it can warm up safely.
Flat tire
The roadside service employee will remove the flat tire and install your spare tire.
The spare must be inflated and in safe condition. If you do not have a spare tire
or it is not in safe condition, your vehicle will be towed up to 50 kilometres to a
repair facility of your choice.
Fuel delivery
The roadside service employee will deliver up to 10 litres of fuel to enable you to
reach the nearest service station. The cost of the fuel is included free of charge
as part of this service.
1.

In certain areas, service facilities may not be able to transport more than 5 litres
of fuel.

In the event of a second service call for fuel delivery within a 30-day period, your
vehicle will be towed to the nearest service station (cost of fuel excluded).
Where fuel delivery is prohibited, or if your vehicle uses a fuel other than gas,
you will be towed up to 50 kilometres to the nearest service station (cost of fuel
excluded).

5

Extrication of your vehicle - 50 kilometres
If your vehicle becomes stuck in a ditch, snow or mud due to mishandling or
loss of control of your vehicle, the Roadside Assistance Program will dispatch an
emergency service vehicle equipped with a winch to extricate it.
If the vehicle is no longer roadworthy once extricated, see the section “Emergency
services in the event of a road accident”.
Our towing service representatives are always as careful as possible to avoid
any damage caused to vehicles that are stuck. Please be advised that the
towing service representatives are not liable for any damage caused through the
extrication and towing of your vehicle. Any claims for damage occurring during
the extrication must be directed to the claims office at La Capitale General
Insurance Inc.
Lockout Assistance
In the event you have locked your keys in your vehicle or, because you have lost or
broken your keys, the Roadside Assistance Program will dispatch a service facility
to assist you in gaining entry to your vehicle.
If the locks are frozen, attempting to force them open may cause damage.
Instead, your vehicle will be towed up to 50 kilometres to an enclosed area of your
choice where they can be allowed to thaw.
Towing in the event of mechanical breakdown – 50 kilometres
If your vehicle experiences an emergency mechanical breakdown, the Roadside
Assistance Program will dispatch a service facility to tow the vehicle up to 50
kilometres to the repair facility of your choice.
Please note your towing limit if your vehicle breaks down in one of the following
Parks:

w
w
w

Réserve faunique des Laurendides:
Up to 100 kilometers
Réserve faunique de La Vérendrye:
Up to 150 kilometers
Parc national de la Gaspésie:
Up to 100 kilometers

The Roadside Assistance Program will assign an emergency roadside assistance
facility to tow your vehicle to the nearest repair facility. In order to receive quality
service and enable the emergency service facility to find you as quickly as
possible, make sure that you clearly indicate where you are located.
The cost of dollies or a flatbed is included with the service.
The costs of all ferry or bridge tolls that you would have had to pay for your vehicle
are not covered and must be assumed by you.
In the event that your vehicle becomes disabled while towing a light duty trailer
less than sixteen (16) feet in length, a second tow will be issued for the trailer. In
this case, an additional service will be counted as having been supplied within this
roadside assistance program.
If the trailer being towed is more than sixteen (16) feet in length or if it is loaded, the
additional expenses of towing the trailer will be charged to you. Note that in that
case the service will not be counted as having been supplied within this roadside
assistance program.
It should be noted that in order to obtain any service, you must remain with
your vehicle. The service facility will not provide service to an unattended
vehicle.
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Bike Assist - 25 km
If you have a problem with your bicycle while on a commute or pleasure ride
(including tandems, recumbents, tricycles and electric bikes), a Roadside
Assistance representative will dispatch an emergency service vehicle to
accompany you home or to the location of your choice, up to a distance of 25 km.
The service is available throughout Quebec. To obtain service, you must be on a
road that is accessible to emergency vehicles.
This protection does not apply to:

w
w
w

Unlocking or cutting of padlocks, cables or other bicycle locking devices;
Ride interruption due to inclement weather;
Bicycle issues while at home.
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USING A NON-APPROVED ROADSIDE SERVICE FACILITY
The Roadside Assistance Program is organized and trained to provide the highest
quality services according to strict industry standards. Nonetheless, there are
times when you may not be able to contact us or circumstances dictate that you
must immediately accept the services of a non-approved service facility to quickly
ensure your safety.
If you did not request service from one of our Approved Service Facilities, follow
these steps for reimbursement:
1. Have the service facility give you a detailed receipt indicating the cause of the
disablement and the service required. (Claims under mechanical breakdown
towing must be accompanied by a detailed repair bill).
2. Make sure that your full name, address, vehicle description and membership
number are printed clearly on the receipt. Mail the receipt to the Roadside
Assistance Program within thirty (30) days. (Keep a copy of all the receipts for
your records).
3. Upon receipt and confirmation of this information, we will send you a
reimbursement cheque for the amount owing to you based on the limits
indicated below.
Limits for non-approved emergency service calls including:

w
w
w
w

Battery boosting;
Flat tire service;
Fuel delivery;
Lockout assistance.

Up to $60 per call - the Roadside Assistance Program will not reimburse parts,
repairs or labour.

w
w

Towing in the event of mechanical breakdown;
Extrication of your vehicle.

Up to $100 per call - the Roadside Assistance Program will not reimburse parts,
repairs or labour.

w

Towing in the event of mechanical breakdown in an exclusive area;

No limit per call subject to the conditions outlined in this guide - The Roadside
Assistance Program does not reimburse parts, repairs or labour.
Only originals of receipts and / or charge card copies submitted by you will be
accepted for consideration. Originals will be returned upon request.
The Roadside Assistance Program reserves the right to decline any claim
presented for payment later than thirty (30) days from the date service was
performed, or any claim not in conformity with the conditions of this membership
as stated.
If the client is travelling in the United States at the time of the mechanical
breakdown, the Roadside Assistance Program will accept the invoice after
30 days if a call for a claim for reimbursement has been made to the Roadside
Assistance Program within 72 hours following the mechanical breakdown.
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B) TRAVEL PLANNING (personalized itinerary)
In the interest of ensuring your safety and making your motoring trip as pleasant
as possible, the Roadside Assistance Program offers you, free of charge, a full
range of travel planning services for North America.

w
w
w
w

A personal and computerized itinerary and routing;
Point-to-point distance calculations for daily mileage planning;
Maps with your route highlighted;
Accommodation and campsite information.

In addition, the Roadside Assistance Program will help you make the most out
of your vacation with our “Capitale Packs” for many of the major tourist regions.
Your package will include, where available, valuable information about your
destination such as entertainment, sports and activities, dining out and special
events. The Roadside Assistance Program will even include handy facts and tips
about the region.
Please make all travel requests at least three weeks in advance of your departure
date to ensure that you receive this valuable information in time to review it before
your trip.
To access this service, call us at: 1 877 671-8352 Mondays through Fridays from
8:30 a.m. to 6:30 p.m.
C) TRIP INTERRUPTION PROTECTION AND CONDITIONS
A mechanical breakdown is already unpleasant enough when you’re travelling.
That’s why the Roadside Assistance Program is here to help lessen the financial
impact for you by reimbursing the expenses below. The Roadside Assistance
Program reserves the right to decline any claim presented for payment later
than thirty (30) days from the date service was performed, or any claim not in
conformity with the conditions of this membership as stated.
ACCOMMODATION - reimbursement up to $200
The Roadside Assistance Program will reimburse you up to $200 to cover the
cost of accommodations (motel or hotel lodging) and meals in the vicinity of the
mechanical breakdown while you await the repair or your vehicle.
VEHICLE RENTAL - reimbursement up to $100
If you require a replacement vehicle while awaiting your repairs, the Roadside
Assistance Program will reimburse you up to $100 to cover the cost of renting
a vehicle from a recognized car rental agency in the vicinity of the mechanical
breakdown. (Basic Daily Vehicle Rental Rate and tax only). The vehicle must be
rented from a location near the service centre where your vehicle was towed.
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PERSONAL NECESSITIES - reimbursement up to $100
The Roadside Assistance Program will reimburse you up to $100 for the purchase
of personal care items (toothpaste, shampoo, etc.) should you have to wait for
your vehicle to be repaired.
TRANSPORTATION - reimbursement up to $100
The Roadside Assistance Program will reimburse you up to $100 to cover
transportation costs incurred at the time of the breakdown. Coverage extends to
you and your passengers for commercial transportation (taxi, bus, plane, train) to
your destination or home.
ELIGIBILITY CONDITIONS
1. The vehicle covered by your Roadside Assistance Program membership must
have broken down more than 100 km from home.
2. The vehicle must be unable to operate under its own power and must have a
major mechanical breakdown requiring repairs over $300.
3. The vehicle must have been towed from the site of the mechanical breakdown
to a service repair facility.
4. The automobile is not involved in a road accident.
In order to be eligible for reimbursement, the above services must be engaged
within seventy-two (72) hours after the mechanical breakdown. The cost of parts,
repairs and labour are not eligible for reimbursement. Coverage does not include
normal servicing of a vehicle required by new or extended warranties.
HOW TO CLAIM
1. Write the Roadside Assistance Program within thirty (30) days of the date of
the mechanical breakdown.
2. Indicate in writing the cause and location of the mechanical breakdown
including how far from home the mechanical breakdown occurred.
3. Enclose a dated copy of repairs performed on the vehicle and towing receipt.
4. Enclose the original invoices and receipts that indicate towing, lodging, meals,
personal care products, vehicle rental or commercial transportation of costs
incurred.
Upon receipt and confirmation of this information, the Roadside Assistance
Program will send you a cheque for reimbursement.
Please allow three (3) weeks for reimbursement.
The Roadside Assistance Program reserves the right to decline any claim
presented for payment later than thirty (30) days from the date service was
performed, or any claim not in conformity with the conditions of this membership
as stated.
Note:

The Roadside Assistance Program is not liable for any loss of salary
caused by any missed days of work following the interruption of a trip.
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D) TRAFFIC ACCIDENT EMERGENCY SERVICES
The Roadside Assistance Program is an emergency road service program
developed specially for the valued clientele of La Capitale General Insurance Inc.
Should you fall victim to a traffic accident, the Roadside Assistance Program is here
to give you a helping hand.
What to do in case of a traffic accident?
w If anyone is injured, even slightly: Immediately call emergency medical services
in order to stabilize the injured person’s condition.
w If damages are limited to objects: Complete the Joint Accident Report using
the information on driver’s licence, registration certificate and certificate of
insurance. Please find a copy of the Joint Accident Report included in your
membership kit.
After the accident...

w

If your vehicle is still roadworthy:
Contact the La Capitale General Insurance Inc. Claims Centre as soon as
possible to declare the damages sustained in the accident. The claims adjuster
will explain the procedures you must follow to have your vehicle repaired.

w

If your vehicle is not driveable:
Contact the Roadside Assistance Program at 1 877 671-8352. Be ready to quote
your membership number. The Roadside Assistance Program representative
will ask you for your location and dispatch a service facility to tow your vehicle
to a safe location designated by you, while you wait to communicate with the
La Capitale General Insurance Inc. Claims Centre.

E) MOTORIST SPECIAL SERVICES
$600 Cash Appearance Bond (valid in USA only)
You are protected by a $600 Cash Appearance Bond which is printed on your
membership card. If you are arrested in the United States for a traffic violation, the
$600 bond authorizes all public officers to accept your membership card instead
of cash.
$18,000 Bail Release Bond (Valid in USA only, where applicable)
A Bail Release Bond is also printed on your membership card. If you are charged in
the United States with a vehicle related offence for which a Bail Release Bond applies,
this benefit guarantees payment to a Bondsman of the usual fees required to post a
bond on your behalf, to a maximum of $2,000.
It is a customary practice for Bondsmen to require a guarantee of payment of the Bond
itself from the member’s family or employer, prior to posting the Bond.
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Important Notes:
Bail Release Bonds and Cash Appearance Bonds are loaned to you by the
Roadside Assistance Program, when the necessary bonds are not available
to you. These funds are not included in your membership. Therefore, you must
reimburse Roadside Assistance Program upon notification. Non-payment will
render both your the Roadside Assistance Program membership and your
automobile insurance policy issued by La Capitale General Insurance Inc. null
and void.
The above limits are in U.S. funds.
Bail Release Bonds and Cash Appearance Bonds are applicable to moving
violations relating to the operation of a motor vehicle. Coverage is not applicable
where the charge is, in any way, alcohol and/or drug related or when you are
driving while your licence is under suspension. Coverage does not include charges
laid for previous outstanding fines and/or if you were in the act of committing or
attempting to commit a criminal act while driving your vehicle.
In the event that a public officer or bondsman refuses to accept your membership
card, contact the Roadside Assistance Program at 1 877 671-8352 for assistance.
GENERAL CONDITIONS
It’s important to us that you understand your coverage. You should be aware your
coverage does not apply to:

w

Cost of parts, repairs, labour, additional servicing equipment, storage and
impound fees;

w
w
w

Towing from one repair facility to another;

w

The Roadside Assistance Program is not responsible for lost wages or any
other expenses incurred as a result of delays in the provision of service.

A second tow or repeat service calls for the same mechanical breakdown;
Vehicles driven into an area not regularly traveled and /or non-government
maintained road;

Benefits as described in this guide will not be provided:
a) Where there is any indication at the time of a traffic accident or incident of
your consumption of alcoholic beverages or narcotics or where you are not in
possession of a valid licence to operate a vehicle, or when your licence is under
suspension.
b) In the event that charges are attributed to a traffic accident or incident that
occurred while you were committing or attempting to commit a criminal
offence.
c) If, at the time of the accident or incident, the vehicle was not registered or was
in storage.
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Important Notes:
a) The Roadside Assistance Program is available only for private passenger
vehicles specified in the Special Conditions of La Capitale General Insurance
Inc. policy, as well as any truck camper installed on the vehicle at the time of
breakdown. However, this protection does not apply to the following vehicles:

w

The vehicle that is covered by commercial insurance;

w

Off road vehicles (ex: snowmobile and all-terrain);

w

Two or three-wheeler (ex: motorcycle and moped);

w

Motorhome, farm tractor, 5th wheel, camping trailer and trailer;

w

Vehicle weighing more than 4,500 kg (10,000 pounds).

b) All service facilities providing service to Roadside Assistance Program
members are independent the contractors and are not employees of the
Roadside Assistance Program. Therefore, the Roadside Assistance Program
cannot and does not assume any liability or responsibility for any loss or
damage to a member’s vehicle or personal property resulting from the
rendering of such service.
Any loss or damage is the sole responsibility of the servicing facility and should
be reported to the proprietor of the facility and to the Roadside Assistance
Program by dialling 1 877 671-8352 within 24 hours. We require that you do
not make any repairs on the damaged vehicle before having contacted the
Roadside Assistance Program.
In addition, declare all losses and damages to La Capitale General Insurance
Inc. Claims Centre before having any repairs made. The claims adjuster
will instruct you on procedures to follow and what is covered under your
automobile or personal property insurance policy, depending on the situation.
c) In order to obtain service, you must remain with your vehicle. The service
facility will not provide service to an unattended vehicle. The maximum yearly
limit of service calls covered in case of emergency is four (4) calls per vehicle
insured by La Capitale General Insurance Inc.
If in our opinion there is excessive use or abuse of services, a member’s access
to the Approved Roadside Service Program may be discontinued. Coverage
does not apply to repeat calls for the same mechanical failure. It is your
responsibility to keep your automobile in roadworthy condition.
d) The services contracted shall not cover emergency claims caused directly
or indirectly, wholly or partly by war, riot, floods, invasion, insurrection, civil
commotion or while the vehicle you are driving is being used in military or
police service.
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