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The responsibility to take recalled vehicles out 
of rental service starts with rental company 
operators. The Safe Rental Car Act, signed into 
law on December 4, 2016, makes it a violation 
of federal law for car rental companies with 
fleets of 35 or more rental vehicles to rent, loan 
or sell cars under open recall. For car rental 
companies with fleets under 35 rental vehicles, 
vehicles under a safety recall should be 
grounded as soon as possible, no later than 24 
hours after the rental car company receives the 
safety recall notice.  

To help protect your customers and  
your business when recalls affect vehicles  
in your fleet:

1. Remove any affected vehicles from service 
as soon as a safety recall occurs

2. Contact the auto dealer for instructions on 
where to get the vehicle repaired

3. Secure all ‘out-of-service’ vehicles so that 
they cannot be used

4. Place a warning tag or label in a high-
visibility area on or inside the vehicle 
indicating the vehicle is out of service and 
should not to be used

5. Schedule service to correct the problem as 
advised by the manufacturer of the vehicle

6. Keep complete records of the services 
provided to correct the safety defect; and

7. Continue to monitor the manufacturer's 
web site as new information and updates 
may be posted at any time.

Be Proactive in Response to Recalls

National Highway Traffic Safety Administration 
(NHTSA) has continued to improve their efforts 
to alert manufacturers, repair facilities and 
vehicle owners though their website, awareness 
campaigns and direct mailings  
to all parties involved. 

When you receive a ‘preliminary notice’ about a 
recall for a vehicle in your fleet you should be 
proactive and take the vehicle out of service at 
that time. Rental company operators should not 
wait to receive a final notice.

If you think that a vehicle in your fleet might be 
involved in a recall campaign, call the Vehicle 
Safety Hotline at 888-327-4236 or 800-424-
9393, visit the NHTSA www.safercar.gov web 
site, or contact the manufacturer or dealer in 
your market.

Receive automated updates on the latest vehicle 
recalls from the National Highway Traffic Safety 
Administration (NHSTA) by signing up to receive 
email alerts:

Sign-up for Email Alerts: http://www-odi.nhtsa.
dot.gov/subscriptions/index.cfm 
Subscribe to RSS Feeds: http://www-odi.nhtsa.
dot.gov/RSS/

For more information about specific automotive 
recalls and safety concerns, visit the 
manufacturers’ websites or the National 
Highway Traffic Safety Administration website: 
http://www.nhtsa.dot.gov/ Vehicle+Safety/
Recalls+&+Defects

Customer Alert: Don’t Wait to Take Recall 
Vehicles Out of Service
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At the end of the year, review the reports  
that you created for the people to whom you 
refused to rent and determine whether you 
see any trends. Then, determine whether you 
are comfortable with those trends. If there are 
trends you are not comfortable with because 
they appear to show discrimination, you 
should not use these reasons for refusal in 
your company guidelines, and you should  
take appropriate action to further train  
your counter employees to avoid even  
the appearance of discrimination.

Additionally, if you rent to someone who is 
under the influence and they are involved in 
an accident with your rental vehicle, you 
might be brought into the case for negligent 
entrustment. Your counter procedures may 
indicate that you do not rent to anyone who 
is under the influence of drugs or alcohol,  
but without doing a drug or alcohol test there 
is no way to know if someone is over the legal 
limit. In this situation, it is best to err on the 
side of caution. If you feel a potential 
customer should not be operating a  
motor vehicle, you should refuse to  
rent to that individual.   

In summary, the answer to the question 
“should I rent” isn’t always clear. However, 
whether you rent to a particular individual  
or not, don’t discriminate or violate any local 
or federal laws, and be sure to retain all of 
your documentation.

Customer Question: "How do I refuse to 
rent a car to someone and not get sued 
for it?”
Answer: Refusing to rent a vehicle to a 
prospective renter can sometimes seem a  
risky decision. From an insurance perspective, 
here are some general guidelines:

1. Don’t rent to someone who  
doesn’t meet your qualifications;

2. Don’t rent to someone you know  
would be a violation of your  
minimum age requirements; and

3. Don’t rent to someone who is  
obviously intoxicated or impaired  
by drugs or alcohol.

If you are not comfortable with a prospective 
renter, you are not required to rent them a 
vehicle. However, you should never refuse  
to rent to someone based solely on their 
inclusion in a “suspect class” as defined by 
the U.S. Supreme Court. The definition of 
“suspect class” currently includes race, 
religion, national origin and alienage,  but is, 
of course, subject to future expansion by the 
courts. If you discriminate on the basis of any 
of these categories, you may be subject to a 
lawsuit based on such discrimination. As a 
result, if you refuse to rent to someone, you 
should always create an incident report with 
proper documentation as to why you refused 
to rent to them.
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Come see us at booth #107  
at the International Car Rental 
Show, April 17-19 at Bally’s  
Las Vegas. Enter a contest to win 
an Apple iPad®.*



Spotlight on Zurich’s Dedicated  
Rental Claims Service Executive
Michele Zezulak, Sr. Claims Service Executive, Zurich Programs

Michele has been with Zurich for more than 
20 years, joining the company as a claims 
analyst, completing Zurich’s claims training 
program, and moving into Zurich’s Special 
Operations Claims Division, now known  
as Rental Claims. She spent 5 years as an 
adjuster and 6 years as a Regional Team 
Manager in Rental Claims, learning the  
laws, legislation, Zurich’s product, and 
managing a team of claims analysts.  
She was promoted to Director of Claims 
Operations, further developing her network 
and skills within Zurich. 

Michele holds both a Bachelor’s and Master’s 
Degree in Business Administration, and holds 
her AIC (Associates in Claims).

In April of 2015, Michele Zezulak was 
appointed to a newly established role, Sr. 
Claims Service Executive (CSE) within Zurich’s 
Rental claims unit. In this role, Michele serves 
as an account representative who assists 
customers in every aspect of their interaction 
with Zurich claims, ensuring that customers 
have the information and resources they need, 
from risk management tools and insights, to IT 
and technology, to dedicated, specialized 
claims analysts. She helps to resolve claims 
service issues when they arise.  

Michele says, “I wear many different hats 
throughout the day, always with customers  
as our number one priority”. Michele works 
with customers, and within Zurich, to identify 
customer needs and develop value added 
services. She says, “This role is a great 
example of how seriously Zurich takes 
providing world-class customer service to our 
customers. As the main resource, the CSE is 
the first point of contact. For customers, this 
means one phone call or email instead of 
several. By understanding the product and 
coverage, and having a network of Zurich 
contacts throughout the company to help find 
solutions, the CSE is the trusted partner, relied 
upon to make things happen and ensure the 
relationship between the customer and Zurich 
stays strong.”
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Using the portal

Use our new fleet management option to 
view activity real-time and help manage your 
vehicles, or use your own and send us your 
own fleet list. Enjoy secure access to all 
components of the portal from any location 
with an active internet connection.

• The automated premium calculation  
allows you to quickly, easily view your 
monthly premium on demand.

• Taxes, fees and surcharges are applied 
automatically through the monthly 
reporting process.

• Technical help desk support staff  
is provided.

• Multiple user access that allows back-up  
if one of your staff is out of the office

Zurich Rental Portal
Welcome to Zurich’s New Rental Portal, developed for you, 
our rental customer! The NEW Rental Portal offers 24/7 
secure access, premium verification and so much more!

Rental Agreement Checklist
From an insurance perspective, what 
should a rental agreement include?  
All rental agreements should include  
the following:

1. Company name listed on rental 
agreement

2. Sequentially numbered rental 
agreement for identification 

3. Defines “Authorized drivers”

4. Place on rental agreement to list 
additional authorized drivers

5. Conformity with all Federal/State 
insurance laws and regulations.

6. Defines a listing of prohibited uses  
of the rental vehicle.

7. Rental agreement must define  
the party who is primarily responsible 
(rentee) for liability insurance and to 
what extent with regard to limits.

The insured should review the rental 
agreement with their own legal counsel.

Helpful tips and reminders: 

A variety of tools, user reference guides and 
training resources are available to answer  
your questions and help you use the portal.  
Access them on the Home tab within the 
Rental Portal website at:  
https://znalogin.zurichna.com/portal.aspx.

Here are some helpful tips and instructions: 

– Set up a security question when updating 
your password.

– Verify you fleet before you finalize  
your bill.

– You rental bill must be processed  
in the rental portal prior to the 15th  
of the month.
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How to access the portal

How to delete a vehicle

How to process your bill 
Your monthly report is due by the 15th of the following 
month; please process between the 1st and 15th.

Zurich Rental Portal continued
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Zurich is here to help you protect your 
employees and your business from the 
damaging effects of windstorms. Our goal is 
for our customers to be the most prepared 
and the first back in business after an event.  
To assist you in preparing for the 2016 severe 
weather season, Zurich offers you access to 
our online windstorm and hurricane resource 
center: www.zurichna.com/en/knowledge/
topics/windstorm. There you will find 
actionable tips from our experienced risk 
engineering team.  

Having an emergency action plan in place 
when severe weather events are forecast is 
first priority. A good emergency action plan 
includes three phases, before, during and 
after the event.

Before the event

1. Plan specific actions and identify safe 
locations to help protect people

2. Make sure responsible personnel are 
trained in all aspects of the emergency 
action plan

3. Take action to help minimize property 
damage

4. Prepare to help maintain business 
continuity 

5. Monitor the weather when it’s threatening

6. Take warnings seriously and act quickly. 
Every warning should be taken with the 
utmost seriousness, and appropriate 
measures should be taken immediately  
to protect lives and property.

Preparing for Severe Weather

During the event

1. Your first concern during a severe storm is 
personnel and customer safety. Depending 
upon your type of business, you may 
decide to keep some employees on site 
during a storm 

2. Verify that local authorities will allow your 
employees, customers or vendors to 
remain on site, and follow all mandatory 
evacuation orders

3. Determine whether the location, design 
and building construction make it a safe 
place during the storm

4. If the facility is in an area exposed to 
flooding or storm surge, follow response 
procedures as part of the emergency 
action plan to manage water exposures

After the event

1. Start with safety. Check with local 
authorities to find out if the area around 
your building and the building itself are 
safe to enter or exit

2. Mitigate damage and property  
loss after the event by conducting  
a hazard assessment

3. Report fire protection system outages to 
Zurich. Access the Zurich New Impairment 
Notification website to report the outage. 
(http://esolutions.zurichna.com/s3/
impairmanet-reporting)  

4. Report your claim as soon as possible 

Severe weather in the United States takes several forms 
depending on areas of the country and time of the year.  
Windstorms, including tornados and hurricanes, are some 
of the most dangerous because they are not only 
destructive but can also be deadly.   
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For more information, links to other 
resources, white papers and articles, 
please visit the Zurich Windstorm and 
Hurricane website at:  
http://www.zurichna.com/en/
knowledge/topics/windstorm

http://www.zurichna.com/en/knowledge/topics/windstorm
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