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NCS CE
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Manufacturing 
defect (not software) 

issues within 7 
calendar days2 from 

unboxing

Student to inform school

School would contact 
contractor3 and contractor 
will advise on the exchange

Valid for 1 
to 1 

exchange?

Receive a new 
device

School to enrol the new 
device to school’s DMA

(School to inform Contractor3 on 
any new serial number for 

insurance purpose)

Refer to 
“Insurance Claim 

Process”
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Yes

No

2. 1 to 1 Exchange within 7 days from unboxing

2For absentees on mass onboarding day, please write unboxing date on the box with 
school stamp. Please remind absentees to collect their devices within a week. 

3To contact main personnel from NCS during mass handover.
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Insurance* Warranty

The device insurance coverage includes:

Damage to or loss of device from the following which are 
non-manufacturer defects or internal mechanical faults: 
a) Fire
b) Lightning
c) Power Surges
d) Accidental e.g. water spillage, drop etc
e) Theft due to forcible entry
f) Robbery 

The device warranty warrants that each 
device is free from defects in materials and 
workmanship under normal use during the 
warranty period. 

*The insurance coverage is only applicable to situations of damages and loss where the student has taken 
precautions to safeguard the device. 

33

3. Insurance Coverage and Warranty

Recap on Insurance coverage and warranty 
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Parent/Student 
to make a 

police report 

Student to 
inform school 

of the lost 
device. School 

DMA 
administrator 
to remote lock 

the device. 
School can loan 

a temporary 
device from 

common pool 
to student.

Parent to email 
Insurer4 and 

provide police 
report for 

insurance claim 

Lost device 
covered under 
circumstances 

listed in 
device’s 

insurance 
coverage?

Insurer4 will 
advise parent 

on the 
insurance claim 

process

Contractor will inform 
parent/school on mode of 

collection/delivery of 
replacement device

Insurance 
exercised and 

ceased

Student to 
inform school 
to enrol new 

device to 
school’s DMAParent can 

seek school’s 
assistance to 
purchase a 

replacement 
device

Refer to “Adhoc
Purchase of 
Devices for 
Students”
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Yes

No

Device must be within insurance/warranty period.

4. Lost Device Process 

4Insurer Contact
Number: 8932 7718
Email: laptop@ins-solutions.com.sg
Operating Hours: 
Mon – Fri: 0900 – 1800
Closed on Sat, Sun & Public Holidays
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Device issue after 7 
calendar days from 

unboxing

Hardware 
issue?

Parent/Student to log 
case via Service Centre 

Email or Number5

Microsoft will revert 
the next business day 

School ICT Team will log a case via https://support.microsoft.com/oas

School can loan a device to student

Microsoft will revert 
the next business day 

School ICT Team to 
contact Contractor3

Contractor will liaise with 
School ICT Team on 

fortnight collection to pick 
up the faulty device. School 
can loan a device to student

Contractor will pick up 
the faulty device and 

log a case with 
Microsoft for repair/ 

replacement 

The repaired/replaced 
unit will be passed 

back to school during 
the next fortnight 

collection

Inform School ICT 
Team 

Software issue
School ICT Team to escalate to 

relevant level 2 support for resolution 

Hardware issue
Follow the process for 
hardware issue above
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Contact Microsoft directly
(Average turnaround time for hardware repair/replacement is 1 week, subject to severity of damage, 

parts availability and customer’s promptness in responding to inquiries)

Fortnightly Collection Service
(Average turnaround time for hardware repair/replacement is 3-4 weeks, subject to severity of damage, 

parts availability and customer’s promptness in responding to inquires) 

5. Device Repair Process

3To contact main personnel from NCS 
during mass handover

5Service Centre
Number: 800 1013659 (SG)
Email: 
https://support.microsoft.com/oas
Opening hours: 
Mon – Fri:
0900 – 1700 
Sat, Sun and Public Holidays: Closed

Yes

No/
Unsure

Device must be within 
insurance/warranty period.

https://support.microsoft.com/oas
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Service 
Centre5

receive the 
device and 

pass the 
device to 
Microsoft  

Microsoft to 
perform 

diagnostic 
test on device

#Covered under 
warranty 

Insurance continues

#Microsoft to 
quote Repair 

Fee

Parent/Student do 
not want to claim 
under insurance, 
opt to pay Repair 

Fee quoted

Insurance continues

Student to inform 
school to enrol new 

device, if any, to 
school’s DMA

(School to inform 
Contractor3 on any 
new serial number 

for insurance 
purpose)

Parent/Student 
to claim under 

insurance 

(contact 
insurer4 for 

insurance form)

Within 
insurance 
coverage

?

Replacement
Insurance exercised 

and ceased

#To pay 
Repair Fee 
quoted?

Insurance 
continues 

Parent can seek 
school’s assistance to 

purchase a 
replacement device

Refer to 
“Adhoc

Purchase of 
Devices for 
Students”

1st Repair
Insurance exercised 

and continues

2nd Repair
Insurance exercised 

and ceased
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6. Insurance Claim Process (Enhanced Bundle^^)  
Device must be within insurance/warranty period.

Yes

No
Yes

No

^^Consists of 3-year insurance, 3-year warranty and allows for 2 repairs or 1 replacement
#For repair through fortnight collection service, Contractor will inform school. School will share necessary information with parent/student.

4Insurer Contact
Number: 8932 7718
Email: laptop@ins-solutions.com.sg
Operating Hours: 
Mon – Fri: 0900 – 1800
Closed on Sat, Sun & Public Holidays
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Annex
(Insurance Forms and Guides for reference)

46
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Insurance Claim Form (NCS)
(Please obtain latest version of Claim Form from insurer, if any.)

Submit the following via email to laptop@ins-solutions.com.sg for the assessment of your claim 
within the next 30 days.

1. Claim Form  

• Please explain in detail how the accident occurred.

2. A copy of the Service report and quotation for the repairs from Microsoft Support

• With clear indication of what is to be repaired e.g. LCD/speaker etc… 

• Serial no. of device

50
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Laptop All Risk Claim Form  
Policy/ Cert No.   Intermediary  Ins-Solutions Agency Pte Ltd 


    


Important Notice  
1. The policyholder and / or the claimant must truthfully declare the information and particulars to the best of your / their knowledge and belief. 


2. The acceptance of this form is not in itself an admission of liability on the part of the Company. 
 
3. If the claim is found to be fraudulent, or if any fraudulent means or devices are used to obtain any benefit under this policy, the policy will be 


rendered void.  


 


The Insured  
Name of insured   NRIC / PP No.    


        


Residential Address        
       


Mobile No.   Residential Tel No.    
        


Occupation/ Business   Present Age  years 
        


The Loss Or Damage      


Date property was last seen (for loss only)  Time    
       


Date of first discovery of loss / damage       
       


State full circumstances of loss / damage      


     


Are you the sole owner of the property lost / damaged?   □ Yes □ No 


If NO, please give name and address of the owner.      


     


Is the property subject to a hire purchase or loan agreement?   □ Yes □ No 


If YES, please give name and address of finance or lending company.      


     


Are there any other insurances covering the same property?   □ Yes □ No 


If YES, please give name and address of the insurance company, type of insurance, policy no, and the sum insured.   


     


Have you ever sustained loss of a similar nature?   □ Yes □ No 
     


Was a claim made upon any insurance company?   □ Yes □ No 


If so, please give name, date, nature of loss and amount paid.      


      


The Police      
        


Has the loss been reported to the police?   □ Yes □ No  
If YES, please give (a) name of station, (b) date and time report was made. (Please attach a copy of the report)  
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Instructions Regarding Claims   
The insured must promptly take all possible steps to trace or recover the property lost.   


 Particulars Of Property Lost Or Damaged   Particulars Of Claim 
      


Make & Model of Property 
Name & Address of Party from whom the Date of 


Price Paid 
Estimated Repair 


Amount Claimed 
Property was purchased Purchase Cost    


      


      
 


Receipts showing date, price of purchase should accompany this form.  
 
If the property is not repairable, a letter from Repairers to that 
effect should be sent. All salvage should be retained.  


 
 
 
 


 


The Declaration 


 
1) I/We hereby declare that the Property claimed for has been lost, stolen, destroyed or damaged, and these particulars are true to the best of my / our 


knowledge and belief. 
 


2) I/We further declare that the information written in this claim form or held by Etiqa Insurance Pte. Ltd. whether contained in my/our insurance application 


or otherwise obtained may be used and disclosed to your authorised staff, associated individuals and/or companies or any independent third parties 


(within or outside Singapore) who will provide claims administrative, advice and/or information or claims services in relation to my/our claim. I/We 


understand my/our data that may also be used for audits, business analysis and reinsurance purposes. My/Our signature below will signify this consent. 


 
 
 


 
______________________________ __________________________________________ 


Date Signature of Insured  
Company’s stamp (If applicable)  
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Insurance Claim Form (NCS)

Note:

1. The insurance company will revert to you on their decision for your claim within 7-10 working 
days upon receipt of the relevant documents.

2. In an event of a valid repair claim, an Excess of $0 is applicable.

3. Once the claim is being approved, they will send the discharge voucher for your signature. 

4. The amount will be disbursed to the banking account details you have provided for the 
discharge voucher.

5. Concurrently you can liaise with Microsoft Support to proceed with the out of warranty paid 
replacement

6. Microsoft Support will send the instructions for the courier exchange.
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