In Short: Our office server hard drives stopped working on March 07th/ 08th, 2024. We notified Mariné Nel from RBS of the incident immediately as we were not sure if this was going to result in a claim for repairs. 

Here I want to mention that we neglected to specify the server under our electronics for our office, but initially we were hoping that they can assist us with the Reinstatement of Data since we lost all our data on the server and for which our policy says we are covered for R10 000. 

They responded with reinstatement of data is only applicable to us if we claim on a specified electronic item. 
I had a look through our policy and noticed that we have coverage on “Office Contents” and had a look at the policy wording which states under Office Contents: Loss of Documents = R50 000 coverage. 

I brought this to the attention of RBS and mentioned that we would like to proceed with the claim under this section, as we lost all our “Data/Documents”. 

At this point I would like to mention that, in all our years with RBS / Spectrum / Hollard, we have never received a Policy wording document with their full definitions. We only ever receive a shortened version. 

After we submitted the claim to them under Office Contents, they mentioned to us that Office Contents do not cover electronic items like servers or computers, which I understand, but we are claiming the money dedicated in this section towards our loss of documents, our data from the past 3 years. 

I also want to mention that at this stage they came back to us and said they will pay our Reinstatement of Data for which we are limited to R10 000.

I then asked them to forward me a copy of their full wording policy, because I would like to know how they define “Documents”, and what are the limitations to this, since we never received this in the first place. 

After going through the wording policy definitions, I noticed that they do cover electronic data under their “loss of documents” section, with exclusions and limitations of course. (Without having to type out everything, I have attached the wording document definitions to this letter. We are specifically looking at “Office Documents, Sub-Section C: Documents.”)

While this has been going on we have sent our harddrives to Intratec Group to give us a fault report on the harddrives and hopefully recover our data. 

In short, based on their report and their knowledge, there was an unknown incident that caused the harddrives to stop working, damaging a mechanical component in one of the harddrives that lead to the loss of data. 

On this point we went back and forth with RBS and Hollard for months, to the point now where we need to get additional help. 

I also want to mention to you that we have a Google drive that is scheduled to auto sync our server data to our cloud drive every day at 12am, we have been using this for the past 2 years without any problems. What happened in this event is the incident took place right in the window of our scheduled cloud backup, meaning all the data had started to copy and overwrite and then suddenly stopped, leaving all our files on our cloud drive corrupted and unreadable. You will find this explanation in our attached correspondences of the incident as well. We also contacted Google Support to find out if we can get our files from before the scheduled backup back, but unfortunately if it started to overwrite it is already deleted on their side. 

I will attach:
1)	Our Policy, 
2)	The Policy Wording document we received when we took out the insurance, 
3)	The FULL Policy Wording document with the explained definitions, 
4)	The Fault Report from Intratec Group.
5)	Our full correspondence with RBS since the start of the incident and what had happend. 

Please feel free to contact me if you have any questions or need any further information. 

Thank you. 
Regards 
Hannes

What we want: 

We want to receive the payout of R50 000 which is dedicated to Loss of Documents under our Policy which we are paying for to assist us with the recovery process of the documents.
