
Damage Process FAQ Guide 

Q: What should I do if a vehicle is delivered with damage present that is not marked on the rental    
agreement? 
A: Enterprise will always conduct a condition check at point of delivery - it is our Enterprise preference to always 
do this with the renter.  
During the condition check, any damage (reviewed using the Damage Evaluator) will be marked on the rental 
agreement, however any damage that would be seen as ‘wear and tear’ using the Damage evaluator will not be 
marked on the rental agreement. 

Q: How does Enterprise define wear and tear? What damage should be marked on the rental agreement? 
A: All Damage on a vehicle is evaluated using the Damage evaluator at point of delivery and collection.  
Enterprise will only note damage that is larger than the centre circle or falls within the criteria listed on the Dam-
age evaluator. 

As it is not mandatory for a driver to be present, please ensure you check the vehicle condition against the rental 
agreement prior to driving the vehicle. If the condition of the vehicle is different from that marked on the rental 
agreement, you must call the renting branch, before driving the vehicle or within 1 business hour—whichever is 
soonest. The contact details for the branch will always be on the top of the rental agreement left with the vehicle 
and keys. 

Q:What about if I have an accident or damage my vehicle? 
A: Make sure that you always get the details of any other parties involved, including a name, registration number, 
contact number and insurance details. Please inform the Enterprise branch (contact details will be on your rental 
contract) where the Branch or Assistant Manager should be available to advise. If it is outside of regular working 
hours, our contact centre is open 7 days a week until midnight at 0844 800 3892, with customer service     
representatives ready to help. In addition our 24 hour roadside assistance partner is available by calling 0800 
316 0977. Any glass damage should follow the same process. 

Q: Will a driver be asked to sign if a vehicle has damage present upon collection? 
A: Enterprise will always endeavor to get a signature on a “Change of Condition” form if someone is present at 
point of collection and damage is not deemed wear and tear using the damage evaluator. If nobody is present, 
Enterprise will collect the vehicle and a damage claim written upon return to the branch. If the vehicle is returned 
to a rental branch the drive will be asked to sign the damage report written upon vehicle handover. 

Q: How will I know if a vehicle has been damaged? 
A: Enterprise will always endeavor to discuss change of condition if someone is present at point of collection. A 
damage notification will always be sent to your listed contact if this service has been requested by your account, 
whether Enterprise have been able to discuss at point of collection or not . 

Q: If I receive a Damage Notification or Invoice, how do I contact the Enterprise Damage Recovery Unit 
(DRU)? 
A: Should you have a  damage query following receipt of a notification letter or invoice please contact the DRU 
on 0845 604 2881 or email us on examinations@erac.com. Please have ready your damage claim reference and 
details of the rental. 
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