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Welcome on board!

This Manual provides key information on the services provided and 
how to use them. 
Please be reminded that it is in your best interest to keep your vehicle 
in good condition, in terms of both mechanics and bodywork.
We recommend that you familiarize yourself with the Manual; for any 
further information regarding Alphabet services, please contact our 
Driver Call Centre.

Have a good trip!
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Privacy
Alphabet takes the utmost care to protect the per-
sonal data of all its stakeholders (data subjects).

Data processing is carried out in accordance with 
the provisions of the current privacy legislation, 
in particular Regulation 679/16 (General Data 
Protection Regulation – GDPR) and Legislative 
Decree 101/2018, implementing said GDPR and 
amending the Privacy Code.

In compliance with this legislation, Alphabet is 
the data controller of the personal data of data 
subjects required to provide its rental services.

To learn about the purposes, methods of pro-
cessing and retention periods of personal data, 
always consult the Privacy Policy provided to you, 
for example, when signing the agreement, picking 
up and returning the vehicle and registering for 
the “Alphabet Mobility Services” app. Details of 
the processing performed are also available on 
our website:  
www.alphabet.com/it-it/footer/informativa-privacy

To improve the protection and maintenance of the 
security, integrity and accessibility of your perso-
nal data, we use a wide range of security measu-
res, including encryption and authentication tools.  

We and our subcontractors and business partners 
are committed to ensuring physical, electronic 
and procedural safeguards to protect your per-
sonal data in accordance with data protection 
requirements.

We remind you that, as a data subject, you may 
exercise all the rights provided by the GDPR and 
the Privacy Code, including: right of access, right 
to rectification, right to erasure, right to data por-
tability and withdrawal of consent. Alphabet will 
do its best to respond promptly and comprehensi-
vely to your requests. If you are not satisfied with 
the response provided, you have the right to make 
a complaint directly to the Italian Data Protection 
Authority.

If you have any questions regarding our proces-
sing of your personal data, you can contact us di-
rectly or through our customer service team at the 
following addresses: ordinary postal mail: Alpha-
bet Italia S.p.A., via Romano Guardini 24, 38121 
Trento (TN); telephone: 800 591 591; email:  
servizioclienti@alphabet.com. You can also submit 
any requests for clarification and/or complaints to 
our Data Protection Officer (DPO) at the following 
email address: dpo_alphabet@alphabet.com
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We recommend that you save the Driver Call Centre number, the freephone number (from 
Italy) that Alphabet provides, in your address book.

The Driver Call Centre provides roadside assistance and the provision of a replacement vehi-
cle (where provided for in the agreement) 24 hours a day by calling freephone number 800 
591 591.

During office hours, a dedicated operator service will also be available: a team of experts can 
provide the necessary assistance for all Alphabet services.

We advise that you download the Alphabet Mobility Services app available free of charge 
from major online stores, to find the nearest Service Point for routine/non-routine maintenan-
ce, tyre replacement, claims management and to download your insurance coupon.

Roadside Assistance 

Hours: 24 hours

From Italy:

Freephone 

800 591 591

From Italy:

Freephone 

800 591 591

From Abroad  

0039 0251610599

Driver Call Centre

Customer care

Operated service Mon-Fri 
from 08.00 to 19.00
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Answers to frequently asked questions about 
the rental contract and its management are 
available in the FAQ section of the website 
https://www.alphabet.com/it-it/faq.html

From administrative procedures and maintenance, to included services and vehicle return 
procedures: everything you need to know is just a click away, available at any time in a simple 
and straightforward manner.

We’re here to support you every step of the way, with clear and up-to-date information.

FAQ
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When collecting your new vehicle, we recommend that you check that:

A.	 the model and accessories match those ordered;

B.	 the vehicle has the original vehicle registration document and that the information provi-
ded is correct (specifically, that the number plate and chassis number on the vehicle regi-
stration document match those of the vehicle);

C.	 you are given two vehicle keys, one of which may be digital;

D.	 the vehicle has the related insurance documentation.

•	 If the insurance services are provided by Alphabet, the insurance certificate must be 
present on board the vehicle;

•	 If your company has independently arranged the insurance coverage, please ensure 
you bring the insurance certificate with you.

The vehicle tax coupon, which no longer needs to be displayed, is kept at Alphabet’s head 
office. 
If the checks performed match those listed above, you can proceed to collect the vehicle by 
signing the Handover Report.  
The Handover Report must be completed in full, attaching a copy of the driving licence of the 
person authorised to collect the vehicle. 
Once the Handover Report has been signed, please make sure you keep a copy.

If you notice any discrepancies between the vehicle and/or its documents, please remember 
to contact the Driver Call Centre.

Collecting your new vehicle
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A.	 check the tyre pressure at least once a month and always before long journeys and inflate 
if necessary;

B.	 check that the lubricating oil and other fluid levels (coolant, antifreeze, etc.) are between 
the minimum and maximum levels at least every 1,000 km;

C.	 check tread wear at least every 5,000 km and replace tyres if the tread depth is below the 
legal limit;

D.	 use winter tyres when weather conditions so require and whenever required by local regu-
lations; for more information, please visit www.pneumaticisottocontrollo.it; 
 
WARNING: Drivers are personally responsible, by law, for checking tyre pressure and 
wear.

E.	 comply with the mileage service intervals indicated by the on-board instrumentation and 
as recommended by the manufacturer, strictly adhering to the maintenance schedules 
listed in the Owner’s Manual for the vehicle;

F.	 carry out periodic inspections according to the deadlines set by the Highway Code and 
carry out exhaust gas checks according to the regulations issued by local authorities;

G.	 always drive maintaining a safe distance and anticipating traffic flow, avoiding unneces-
sary acceleration and sudden braking and using the “engine brake”;

H.	 avoid overloading the vehicle, try to keep it free from unused heavy objects and carry lo-
ads inside the vehicle, removing roof racks, ski racks and similar items when not in use;

I.	 limit the use of air conditioning, which can increase fuel consumption by up to 30% and 
avoid driving with the windows and sunroof open, especially at high speeds;

J.	 use any technological systems installed on the vehicle to minimise fuel consumption (ta-
chometer, econometer, eco-Drive, On-Board Diagnostics);

K.	 turn the engine off when stopping and avoid warming it up before setting off: however, 
slowing down at the start of a journey - that is, when the engine is still cold - reduces fuel 
consumption and emissions;

L.	 minimise short journeys as much as possible, perhaps using other modes of transporta-
tion: if the optimal operating temperature is not reached, the engine consumes more and 
the catalytic converter fails to process exhaust gases;

Safety 
and environmental tips
To optimise the performance of your vehicle, avoid hitches, improve driver, passenger and third-
party safety, minimise fuel consumption and related costs, as well as minimise the environmen-
tal impact in terms of CO2 and noise emissions, we advise that you:
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M.	 always have an oil change performed by specialist workshops. If a DIY procedure is es-
sential, wear gloves, use an unbreakable, airtight container, do not mix used oil with other 
liquids and take it to an authorised centre for legal disposal.
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The vehicle must be used in compliance with the provisions of the Highway Code, according 
to the intended use indicated in the Vehicle Registration Document and by a person authori-
sed to drive in accordance with current legislation. 
Under no circumstances may the vehicle:

•	 tow other vehicles;

•	 be towed;

•	 transport flammable or hazardous substances;

•	 have its mileometer modified or damaged;

•	 participate in sports competitions;

•	 drive permanently abroad;

•	 provide exclusive refuelling/catering services in airport areas.

Our authorised Service Points are available to perform the necessary periodic checks and 
check the tyre wear (replacement is required when the tread depth is below the legal limit).

The network of authorised Service Points is always available on the Alphabet Mobility Ser-
vices app. We recommend that you pay close attention to the due functioning of your vehicle 
and any warning lights that may indicate anomalies. We also recommend that you always 
perform periodic inspections according to the deadlines set by the Highway Code and carry 
out exhaust gas tests in accordance with the regulations issued by local authorities.

It is very important to always activate the security systems when the vehicle is left unatten-
ded. Do not keep spare keys or valuables on board. 

Certified copy of the DUC (Single Vehicle Registration Document)

Alphabet reserves the right to equip its vehicles with a certified copy of the DUC (Single 
Vehicle Registration Document). With this document, the vehicle will be permitted to circulate 
regularly throughout the country, pursuant to Article 180, paragraph 4 of the Highway Code 
(Legislative Decree 285/92 and subsequent amendments). 

As regards vehicle inspections, please note that under Circular no. 11865 dated 23 April 2024, 
the General Directorate for Motorisation clarified that the inspection certificate can be affixed 
to the certified photocopy of the single document or a rental vehicle without a driver. 

In the event of loss or theft of the documents required for driving, you must:

•	 Loss/theft of number plate: 
Report the incident to the Driver Call Centre at 800 591 591, immediately file a complaint 
with the authorities; send a copy to servizioclienti@alphabet.com and keep the original in 
the vehicle;

Use of the vehicle
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•	 Loss of insurance documents: 
Please note that, pursuant to current legislation, the insurance coupon may also be exhibi-
ted in digital format. You can then view or print both the insurance coupon and the interna-
tional insurance card (Green Card) by accessing the Alphabet Mobility Services app in the 
section 'My Vehicle' > 'Documents';

•	 	Loss/theft of vehicle registration document: 
Report the incident to the Driver Call Centre at 800 591 591, immediately file a complaint 
with the authorities; send a copy to servizioclienti@alphabet.com and then send the original 
to: 
Agenzia Italia S.p.A. - Via Vittorio Alfieri, 1 
31015 Conegliano (TV) - c.a. Re-Registration Office;

•	 Loss/theft of certified copy of the DUC: 
In the event of loss/theft of the certified copy of the DUC - Single Circulation Document, you 
will not need to file a report; you can simply request a copy at: doc.unico.alphabet@agita.it
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Alphabet Mobility Services
No call. No mail. Simply App!

Alphabet Mobility Services is the innovative app 
that helps Alphabet drivers manage their rental 
car services!

You can download the app for free from the App 
Store (for iOS devices) or Google Play (for Android 
devices). Follow this short guide to access all the 
features to boost your mobility! 

For more information, please visit

https://www.alphabet.com/it-it/area-driver/alphabet-app.html
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1.
Click on “Login or Register”.

2.
Fill out the registration form with your details, 
number plate, the last four digits of the vehicle’s 
VIN and, if requested, the vehicle collection date.

3.
After reading the terms and conditions of use, 
click on “Register”. 

4.
After receiving the 6-digit registration code by 
email, enter it in the appropriate field. If you have 
not received the email after a few minutes, check 
your spam or junk mail folder. 

5.
Choose a password and select “Activate Device”!

A few simple steps
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Everything at your fingertips

Thanks to Alphabet Mobility Services, you can access a world of features from your 
smartphone and tablet, such as:

Roadside Assistance: 
Request assistance and, through geolocation, the Operations Centre will be able to provide 
the necessary assistance much more quickly.

Assistance: 
Find the nearest authorised Service Centre and book maintenance or repairs directly.

Contract Management: 
Always have your key contract details, vehicle return instructions and useful contact informa-
tion with you.

Utilities and Settings: 
Locate the nearest fuel stations (fuel and electric charging stations), manage your account, 
favourite locations and customise your configuration settings.

Accident and Theft: 
Fill out claims online, attach photos of the damage and all related documents. Book vehicle 
repairs, reducing the time required to process the claim.

Communications: 
Check the progress of vehicle repairs or maintenance and receive other important updates 
from Alphabet.
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To make use of the following services, you must contact only authorised Alphabet Service 
Centres, showing your Vehicle Registration Document when checking in and by completing 
the Worksheet, if necessary.

To locate the nearest Service Centre, you can call the Driver Call Centre freephone number 
800 591 591 or use the Alphabet Mobility Services app.

If you drive a BMW Group vehicle, for all routine and non-routine maintenance and body 
repairs, with the exception of glass and tyre installation, which can be repaired at the autho-
rised network, you must contact the BMW and MINI Dealership Network or authorised BMW 
Service Centres in Italy directly.

If you drive any other make, please see the list of Alphabet Points and contact the one clo-
sest to you for all routine and non-routine maintenance and body repairs. Alphabet Points are 
innovative Multi-Service Centres that will support you from the moment you pick up your new 
vehicle until you return it at the end of the rental period.

For any replacement or maintenance involving tyres and windows, Alphabet has selected a 
network of highly specialised partners to provide you with a Premium Service.

We recommend booking routine maintenance, tyre checks and other minor bodywork repairs  
well in advance (at least 20 days). You can then contact your authorised Alphabet Point to 
request the return date of the repaired vehicle, staying in touch for any updates. It is the dri-
ver’s responsibility to arrange all scheduled repairs well in advance.

In the event of a breakdown resulting in the immobilisation of the vehicle, please activate 
roadside assistance and request a replacement vehicle through the Driver Call Centre (if ap-
plicable in your contract).

If the manufacturer’s warranty is not recognised due to the failure or delay in performing 
scheduled maintenance, Alphabet reserves the right to charge back the costs incurred for 
vehicle repairs.

A. Tyre replacement

Tyre replacement is required to ensure the vehicle’s safe operation (within the contractual 
mileage limit as indicated on the order form) when the tread depth is below the legal limit. 
Please note that the tyres replaced will be of the type and size equivalent to those specified 
as original equipment by the manufacturer.

B. Winter tyres

To ensure maximum driving safety, Alphabet offers the option, if specified on the order form, 
to fit winter tyres on your vehicle (if compatible with the supplied wheels and available on the 
market). Alternatively, if possible, you can fit snow chains or similar approved devices (as 
specified by the manufacturer) on your vehicle, which must be requested through our Driver 
Call Centre. Alternatively, you can fit winter tyres and wheels supplied by Alphabet on your 
vehicle, at the Customer’s expense.

Please note that our authorised Service Centres can store removed tyres (both winter and 
standard) if they can be reused in the future.

IMPORTANT: Due to the specific technical characteristics of winter tyres and current regula-
tions, their use is strictly limited to the winter season only. Generally, we recommend using 
them from October-November to May, subject to any local regulations.

Maintenance Service
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C. Repairs not included

The following services are excluded from the maintenance service (including any provision of 
a replacement vehicle):
•	 interior and exterior washes, engine wash, vehicle polishing;
•	 repairs to non-original equipment accessories or repairs for faults attributable to their 

installation;
•	 repairs resulting from the loss of keys;
•	 repairs resulting from improper use of the vehicle;
•	 repairs of damage to upholstery and interior trim parts (e.g., seat covers, ashtrays, etc.);
•	 repairs resulting from the use of unsuitable fuels or the presence of water and residues in 

the fuel and tank*;
•	 repairs resulting from frozen diesel fuel.  We recommend using winter diesel or specific 

additives (at the customer’s expense);
•	 engine or mechanical repairs for damage resulting from improper hydrosuction;
•	 repairs due to damage caused by animals (e.g., cables damaged by rodents);
•	 repairs on the replacement vehicle provided following a breakdown. 

* This situation also excludes the manufacturer’s warranty.



Driver’s Manual  -  17

Mandatory third-party liability insurance coverage; damage in the event of the driver's 
negligence

A.	 Vehicles supplied by Alphabet will be provided with the insurance coverage and ancillary 
services specified and described in the General Rental Terms and Conditions and in the 
Order Form, without prejudice to the customer’s right to take out insurance independen-
tly. In particular, third-party liability insurance coverage shall jointly cover risks relating to 
motor vehicle liability, liability towards passengers and third-party fire claims (“RCA”). The 
main terms and conditions of the motor vehicle liability insurance coverage arranged by 
Alphabet with a leading insurance company are available in the relevant section of the 
website www.alphabet.com/it-it/assicurazione.

B.	 	If the Order Form does not include the aforementioned risk coverage, at the customer's 
discretion as authorised by Alphabet, the customer shall arrange, at their own expense, 
for the activation of insurance coverage in accordance with the terms set out in the Gene-
ral Rental Conditions.

C.	 	Where the mandatory third-party liability insurance cover offered by Alphabet is in force, 
in the event of an accident for which the customer is at fault (wholly or partly), in order to 
avoid having to pay the full amount of the related damages, the customer may avail of a 
coverage service with contributions (Liability Contribution and Damage Contribution), by 
selecting the relevant option on the Order Form. 
In these cases, should an accident occur for which the customer is at fault (either wholly 
or partly), the customer shall be required to pay only the agreed amount of the Liability 
Contribution and Damage Contribution (unless the damage to the vehicle is less than the 
amount of the damage contribution), subject to the provisions set out in the table below.
The service described is optional, subject to a fee and separate from the insurance co-
verage referred to above (whilst complementing it). It is offered to the customer during 
individual negotiations with the aim of limiting the customer’s liability for damage. The de-
tailed terms and conditions (including the amounts and the various options available) are 
set out in the Order Form. The provision of the service is contingent upon the customer’s 
fault in the accident and subject to immediate reporting within 3 days of the event.

D.	 In addition to the above, the following rules apply:

•	 In the event of traffic accidents in which the customer is wholly or partially at fault, in 
addition to the Damage Contribution and the Liability Contribution, Alphabet reserves 
the right to claim payment of a penalty of €150 if the accident is reported after the 
3-day deadline.

•	 If the accident is not reported upon return of the vehicle, the customer will be charged 
the full amount of the damage.

•	 In the event of an accident caused by gross negligence or wilful misconduct by the cu-
stomer, the full amount of the damage will always be charged.

•	 In the event of an accident through no fault of the customer, no contribution is requi-
red as third-party liability insurance applies. However, Alphabet reserves the right to 
charge a penalty of €150 if the claim is reported more than 3 days after the incident.

 

Insurance coverage
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Optional insurance cover offered by Alphabet for injury to the driver ("PAI") and legal 
protection

A.	 Alphabet offers the customer the option to request specific insurance cover in the event of 
injury to the driver of the vehicle. If selected by the customer, this coverage will be included 
in the Order Form.

B.	 Alphabet also offers the customer the option of taking out a so-called legal protection 
policy, which protects the insured party in the event of civil and criminal disputes, covering 
legal and expert fees or providing other services required by the insured to defend their 
interests in court or out of court, primarily for the purpose of obtaining compensation for 
damage suffered or to defend against a claim for compensation brought against them. If 
selected by the customer, the coverage will be included in the Order Form.



Driver’s Manual  -  19

Limitation of liability service in favour of the customer and optional contributory cover of-
fered by Alphabet for damage/fire/theft/glass

A.	 Besides the Mandatory insurance referred to in the previous chapter and the related non-
insurance service for theft and fire described below, the parties may agree that Alphabet 
shall directly cover the costs of damage, theft and fire to the vehicle, as set out in the Ge-
neral Rental Terms and Conditions (“Limitation of liability service”).

B.	 The limitation of liability service is optional. It is offered to the customer during individual 
negotiations. The terms are set out in the Order Form (with the amounts chosen by the 
customer) and consists of a limitation of liability in favour of the customer in the event of 
damage to the vehicle, including damage caused by negligence, which is not covered by 
the insurance. Upon payment of the amount specified in the Order Form, the customer is 
liable only for a portion of the repair cost (the Damage Contribution specified in the Order 
Form or the actual cost of the damage if this is lower than the Damage Contribution), 
whilst the remainder is paid by Alphabet. The service is subject to the event being repor-
ted immediately (within 3 days) as set out in the table below, regardless of the customer’s 
fault. Please note that this service does not constitute an insurance coverage but, on the 
contrary, may supplement what is not covered by insurance.

C.	 In addition to the above, the following rules apply:

1.	 If the incident is reported after the 3-day deadline but before the vehicle is returned, 
Alphabet reserves the right to claim a penalty of €150 for failure to report, in addition 
to the Damage Contribution.

2.	 If the incident is not reported at all: upon return of the vehicle, the customer will be 
charged for the full cost of the damage.

3.	 In the event of an accident caused by gross negligence or wilful misconduct by the cu-
stomer, the full amount of the damage will be charged. For the definition of damage in 
cases of theft and fire, see below.

D.	 In addition to the provisions of items 1, 2 and 3, it is specified that in the event of theft 
or fire, provided that the incident is reported promptly within 3 days, and subject to the 
agreed Damage Contribution specified in the Order Form, Alphabet shall bear the costs 
arising from:

1.	 total or partial theft, including attempted theft and robbery of the vehicle, whether par-
ked or in motion, including damage sustained by the vehicle whilst in motion following 
the theft and up to the time of its recovery;

2.	 Total or partial fire involving the vehicle, whether parked or in motion. 

Theft and/or damage to any goods carried in the vehicle and/or accessories installed the-
rein by the customer is excluded.

Limitation of liability service
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In the event of theft attributable to wilful misconduct or gross negligence by the customer 
or a third party authorised by the customer to use the vehicle, in the event of misappro-
priation, or in the event of failure to return the full set of keys or failure to report the matter 
to the competent authorities, Alphabet shall charge, and the customer shall be required to 
pay, an amount by way of damages equal to:

•	 the price stated on the purchase invoice plus any aftermarket options for events occur-
ring within the first 6 (six) months of registration;

•	 the market value as per the Eurotax Yellow Guide at the time of the event, for events 
occurring more than 6 (six) months after registration.

In the event of repeated incidents of partial theft, even if only attempted, and/or partial fire 
involving the same vehicle, where the customer is at fault or has acted with intent in cau-
sing the damage, and for incidents occurring after the first such incident, Alphabet reserves 
the right to charge, and the customer shall be required to pay, the costs of repair. In any 
event, the rental payment shall remain unchanged. 
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A. Procedure in the event of an accident

Third-party accident: 
You will need to complete the Italian European Accident Statement (Constatazione Ami-
chevole di Incidente - CAI) by filling out all the relevant fields. Specifically, the details of the 
Alphabet vehicle must be entered in “Section A” of the CAI and the details of the third party in 
“Section B”.  
If it is difficult to complete “Section B - Third Party”, at least the licence plate and insurance 
company details must be entered.  
It is also important to specify the names of any witnesses present at the event, their contact 
information and their telephone numbers. 

IMPORTANT: DO NOT indicate any responsibility for the event in the CAI “Comments” field.

Reporting: The accident must be reported promptly using the appropriate feature in the 
Alphabet Mobility Services app or by email, scanning the documentation and sending it to 
sinistri@alphabet.com. 
Furthermore, within 3 days of the event, the original CAI forms must be sent by registered 
mail with return receipt to:

Alphabet Italia S.p.A. - Ufficio Sinistri  
Via dell'Unione Europea, 4 
20097 San Donato Milanese (MI).

A copy of the report must be kept in the vehicle’s document holder and delivered to the au-
thorised centre in the event of repairs.

Non-party accidents and weather events: 
You can report the event using the dedicated feature in the Alphabet Mobility Services app. 
This will immediately forward the accident report to the relevant department without any fur-
ther formalities. Alternatively, you can report the event by completing the “Non-party accident 
report” form (downloadable from the Driver Area of the Alphabet website) or by writing a sta-
tement summarising the circumstances, location, date and time of the event on plain paper 
and promptly emailing a scanned copy to sinistri@alphabet.com. A copy of the report must 
be kept in the vehicle’s document holder and delivered to the authorised centre in the event of 
repairs. 

B. Partial theft, fire and vandalism:

You must file a report with the relevant authorities. 

Reporting: Events must be promptly reported using the dedicated feature of the 
Alphabet Mobility Services app or by email, attaching a scanned copy of the claim, to 
sinistri@alphabet.com. 
In both cases, the original claim must also be sent, within 3 days of the event, by registered 
mail to: 

Alphabet Italia S.p.A. - Ufficio Sinistri  
Via dell'Unione Europea, 4 
20097 San Donato Milanese (MI).

A copy of the claim must be kept by the driver and delivered to the authorised centre in the 
event of repairs. 

Claims and theft management
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C. Total theft of the vehicle:

You must immediately report the incident to the authorities and promptly alert the Driver Call 
Centre on 800 591 591, which will provide instructions on the procedure to follow.

Reporting: The claim must be promptly reported using the dedicated feature in the Alpha-
bet Mobility Services app or by sending a scanned copy of the documentation via email to 
sinistri@alphabet.com.

In both cases, within 3 days of the event, the original claims or certified copies, along with the 
vehicle keys, must be sent by registered mail with return receipt to:

Alphabet Italia S.p.A. - Ufficio Sinistri  
Via dell'Unione Europea, 4 
20097 San Donato Milanese (MI).

Please note that if your vehicle is fitted with an anti-theft device, a specific information bro-
chure is available on board that we encourage you to consult.

D. Recovery of a stolen vehicle:

If you recover a stolen vehicle, you must immediately notify the Driver Call Centre on 800 591 
591. 

If the vehicle is recovered, please forward the recovery report issued by the authorities to  
sinistri@alphabet.com along with information regarding the condition of the vehicle and a 
request for a new insurance certificate, as the one you already have will have been cancelled 
following the theft.

The vehicle may only be used upon re-issuance of a new insurance certificate, which can 
always be requested from our customer service at servizioclienti@alphabet.com or by calling 
800 591 591.

E. Repairs due to accidents:

Repairs must be performed exclusively at Alphabet-approved Service Centres.

To locate your nearest Service Centre, call the Driver Call Centre freephone number 800 591 
591 or consult our Alphabet Mobility Services app.

When requesting assistance, you will need to provide the selected service centre with a copy 
of the accident report already sent to Alphabet.
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Please note that, for BMW and MINI vehicles, for all repairs following an accident, you must 
contact the BMW and MINI dealer network or authorised BMW Service Centres throughout 
Italy directly.

F. Accident repairs not included:

Please note that the following are excluded from claims management and any provision of a 
replacement vehicle:
•	 accidents not duly reported;
•	 accidents that have been reported but which are lacking the following information: acci-

dent date, accident location, Alphabet vehicle number plate, third-party vehicle number 
plate (if applicable), accident description and damage description of the Alphabet vehicle;

•	 damage suffered by vehicles with structural modifications not authorised by Alphabet;
•	 interior and exterior car washes;
•	 vehicle polishing which caused damage to the vehicle (unless related to damage repairs);
•	 damage caused by user negligence (e.g., keys left in the vehicle, damaged interior uphol-

stery, damaged headliner, cigarette burns, dashboard damage, steering wheel damage, 
gear knob damage, etc.);

•	 engine damage caused by hydrosuction and/or refuelling with improper fuel;
•	 damage caused by rodents.

IMPORTANT: Please be reminded that it is essential that you cooperate with the Claims Offi-
ce and Insurance Company staff in investigating and resolving claims-related disputes.
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In the event of a vehicle not running due to a breakdown, accident, fire, partial theft or total 
theft, the Roadside Assistance service is available to the driver, operating in Italy and in the 
foreign countries listed on the Green Card, in the following ways:

VIA the Alphabet Mobility Services App: 
24/7 By requesting the service via the AMS App, you can view the position of the recovery 
vehicle in real time as it approaches the vehicle.

BY PHONE  
24/7  
Tel. 800 591 591 (from abroad 0039 0251610599)

When calling, please provide the operator with the details of the vehicle, the nature of the bre-
akdown, the location and your telephone number. Roadside Assistance will promptly recover 
the vehicle and transport it to the nearest authorised service centre, or, if possible, restore it to 
running order.

In the event of a breakdown that prevents safe driving, you can request a replacement 
vehicle. 

This can also be requested upon arrival at a BMW/MINI dealer and/or service centre, which 
can provide mobility using a vehicle from their own fleet or through external partners (details 
can be found in your BMW/MINI owner’s manuals, included in the on-board documentation 
or available on the website: www.bmw.it; www.mini.it ).

The vehicle will be provided and/or extended whilst your vehicle is being serviced in accor-
dance with BMW Group guidelines. It must be returned early and/or at the same time as the 
repaired vehicle.

A. Roadside assistance

In the event of a breakdown, accident or puncture that makes normal use of the vehicle im-
possible, the Operations Centre will arrange for its recovery and transportation to the nearest 
Alphabet approved Service Centre or, if necessary and possible, will dispatch a mobile wor-
kshop to perform on-site repairs.

B. Replacement vehicle in the event of breakdown, accident or theft

If the repairs to your vehicle require working hours equal to or greater than those stipulated in 
the contract (certified by the Alphabet approved Service Centre), the Operations Centre will 
provide you with a replacement vehicle in accordance with your rental agreement.

Alphabet may use external partners (short-term rental companies) and/or its own internal 
fleet to provide the replacement vehicle.

The replacement vehicle will be provided to you only for the period strictly necessary for 
the repair and, in any case, no longer than the period specified in your order form.

Roadside assistance 
and replacement vehicle
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The replacement vehicle must be returned within 24 calendar hours of the repaired vehicle 
being made available; any unauthorised additional days will be charged to the customer. It is 
the customer’s responsibility to ensure the actual repair and return date.

If a replacement vehicle is provided using a vehicle from the internal fleet, it may be returned 
to the same collection centre or another Alphabet-approved service centre.

The Operations Centre will inform you of the address of the rental station where the replace-
ment vehicle will be made available to you.

During the use of the replacement vehicle, you will be responsible for:
•	 fuel costs (please note that the replacement vehicle must be returned with the same fuel 

level as when collected);
•	 the cost of re-notifying fines;
•	 accessories requested by the driver (GPS, snow chains, etc.);
•	 unreported damage to the replacement vehicle;
•	 extra days after the deadline.

For any issues resulting from the use of the replacement vehicle (breakdowns, accidents, 
return location, etc.), you must contact the rental station that provided the vehicle or the 
Operations Centre.

We recommend that you always request a copy of the rental document and the return re-
port from the short-term rental station. We advise that you check the fuel level indicated by 
the rental company on the return report at the time of the return to avoid any subsequent 
charges.

Please note that, for the replacement vehicle, the vehicle is guaranteed to be fitted with winter 
equipment during the legally required period, including snow chains, which allow for safe dri-
ving in accordance with current legislation.

Given the short period of use of the vehicle, vehicles with snow tyres cannot be guaranteed.

As a BMW or MINI driver, we remind you that, even if you have not purchased a replacement 
vehicle, the vehicle is covered by BMW Mobile Care or MINI Mobile Care services for 5 years 
from the date of initial registration, including any replacement mobility provision. Check the 
terms and conditions at www.bmw.it, www.mini.it or contact your local BMW/MINI Service 
Centre.

C. Other services

In the event of roadside assistance, for events occurring more than 50 km from the driver’s 
municipality of residence, a series of additional services are offered.
•	 transportation of passengers following roadside assistance, with a limit of €80 per acci-

dent (the service can be activated by calling the Operations Centre);
•	 recovery of the repaired vehicle up to a maximum of €800 (excluding any refuelling and 

motorway tolls);
•	 overnight stay in a 4-star hotel or equivalent, if the vehicle cannot be repaired on the same 

day, for a maximum of 3 nights and a total cost of €1,000;
•	 return and/or continuation of the passenger’s journey via train or plane ticket or alternati-

vely, via a replacement vehicle to return to their residence, for a maximum of €1,500.

As per the signed agreements, a replacement vehicle is not provided if the vehicle is immo-
bilised abroad. However, in addition to the above services, Alphabet can offer the driver an 
emergency mobility service for a maximum of 3 days. 
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The replacement vehicle will be provided abroad by car rental companies in the country whe-
re the vehicle was immobilised and the replacement vehicle can only be returned to the same 
location where it was picked up.

Abroad, it may be necessary to provide a credit card as a guarantee, according to the regula-
tions of local car rental companies.

IMPORTANT: Any refund requests must be agreed upon and authorised in advance by our 
Operations Centre. 

The response times for routine and non-routine maintenance operations (which determine 
the right to a replacement vehicle) are not cumulative with those for repairs due to any dama-
ge or other events.

Lastly, please note that roadside assistance and vehicle replacement services provided abro-
ad may require different activation procedures (due to laws and regulations in force in other 
countries.

D. Exclusions

The replacement vehicle is not provided free of charge for:
•	 services and recalls required by the manufacturer;
•	 seizure, confiscation, attachment or vehicle inspections required by the Highway Code;
•	 loss of number plates and registration documents;
•	 loss of keys;
•	 in the event of a vehicle being disabled due to improper use;
•	 damage caused by repairs not included, as indicated in paragraph C “Repairs not inclu-

ded” in the Maintenance Services chapter of this Manual.
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Early vehicle return or return 
at the end of the rental period
Please note that the vehicle must be returned in good condition, in 
terms of both mechanic and bodywork, except for normal wear and 
tear resulting from mileage and age.
 
A. Early termination of the contract

Early termination of the contract is governed by the General Rental Terms and Conditions 
you have signed.

To process any request, you must sign the early termination form.

The early termination fee can be calculated for up to a maximum of 3 months in advance, 
starting from the current month at the time of the request, by accessing the Customer Area 
on the Alphabet website as the contract holder or fleet manager or by requesting it from Cu-
stomer Service at servizioclienti@alphabet.com.

Once you have obtained the form, it can be sent to Alphabet, duly signed and stamped, by 
simply uploading it to the appropriate section of the Customer Area.

Alternatively, it can be sent by email to servizioclienti@alphabet.com

To return the vehicle early, please refer to the Return times and methods section.
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B. Return times and methods.

To speed up and facilitate the return process, it is very important that the vehicle is wa-
shed externally and that the interior is adequately clean. 

To return the vehicle to one of the Alphabet service centres, customers must contact 
0251610571 well in advance to schedule an appointment with the expert.

Return Report: Upon return, a “Return Report” will be prepared, detailing the general condi-
tion of the vehicle, the presence of on-board documents, and any additional equipment regi-
stered upon delivery. 

The Return Report also represents the actual closing of the contract and invoicing.

IMPORTANT: The return of the vehicle and the corresponding Return Report must be com-
pleted even if the driver purchased it directly.

C. End-of-Contract Damages.

The vehicle must be returned in good mechanical and bodywork condition, subject to normal 
wear and tear resulting from the mileage travelled and the age of the car. Damage to paint-
work and bodywork (such as deep scratches, numerous chips, visible dents), to wheel rims, 
side skirts and bumpers (such as rims with significant wear, chipped bumpers, scratched 
mouldings), to windows and headlights (such as a broken headlight, damaged rear light, or 
irreparable chips) and to seats and interiors (such as a hole in the leather upholstery, a da-
maged dashboard, or damage caused by neglect).

If, upon return of the vehicle, damage to the vehicle is identified that does not fall within the 
scope of normal wear and tear and has not been reported, it will be charged to the customer 
in accordance with the specifications set out in the sections on Insurance Coverage and Limi-
tation of Liability.

In the event of damage resulting from accidents occurring during the contract period, these 
must be duly reported within three days of the incident and notified to Alphabet (see the 
Claims and theft management section on page 21).

Any damage detected at the end of the rental period and not previously reported will be char-
ged to you.

D. Accessories and equipment.

The vehicle must be returned complete with:
•	 all accessories (two keys, key or master code, all copies of the remote control/anti-theft 

device and vehicle documents);
•	 the accessories listed on the order form and/or subsequently supplied by Alphabet (char-

ging cables, car radio, CD changer, roof rack, snow chains, navigation DVD, etc.);
•	 fuel cards appropriately rendered unusable (cut), whilst PINs must be destroyed 

beforehand;
•	 vehicle registration document; 
•	 insurance documents (service coupon, certificate, and Green Card);
•	 copies of all accident reports.

In the event of loss of any of the items listed above, a specific report must be filed with the 
competent authorities. In the event that any of the items listed are missing, if not previously 
reported or returned within 1 day, the vehicle will be returned to the competent authorities.  
After the rental agreement is closed, it must be sent to:

Agenzia Italia 
via Vittorio Alfieri, 1 
Conegliano Veneto TV 
Cap 31015
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By contacting the Driver Call Centre on 800 591 591 or by emailing 
servizioclienti@alphabet.com 60 days before the contract expires, the driver can inquire 
about the price reserved for them and their relatives and friends to purchase of the vehicle.

In addition to a particularly advantageous price compared with market prices, thanks to 
Alphabet’s partner companies, the buyer can benefit from: 
•	 one-year warranty with the option of extending to two years;
•	 transfer of ownership at discounted rates;
•	 customised financing options; 
•	 certification of risk;
•	 insurance cover.

Don’t miss the chance to get a great deal, even at the end of your rental agreement!

Used vehicle purchase

Failure to do so will result in a charge for the repair costs.

We also remind you to deactivate any devices installed on the vehicle (e.g., Viasat and Tele-
pass) and to delete all personal data saved in the on-board computer. Alphabet will not be 
responsible for any personal items left in the vehicle.

E. Damage due to the removal of accessories.

If the returned vehicle is damaged due to the removal of accessories (hands-free kit, stereo 
system, etc.), the costs for repairing the vehicle will be charged to your company.

F. Damage due to negligence.

The costs of repairing the vehicle due to any damage caused by negligence (interior uphol-
stery, headliner, dashboard, etc.) found at the time of closing the agreement will be charged 
to your company.
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Acceptable

Faint scratch

Chip less than 2 mm

Dent not visible at 45°

Unacceptable

Deep scratch

Numerous chips

Dents

Used gauge
Paint and bodywork
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Wheels, side skirts and bumpers

Acceptable

Scratched wheel cover

Scratch in need of polishing

Door edge chip

Unacceptable

Wheel with significant friction

Bumper chip

Scratched trim
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Glass and headlights

Acceptable

Small chips on headlight

Headlight slightly scratched

Superficial chip

Unacceptable

Broken headlight

Damaged tail light

Irreparable chip
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Seats and interior

Acceptable

Faint burn mark

Stain on leather seat

Unacceptable

Hole in leather upholstery

Damaged dashboard

Damage due to neglect
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Other important information
A. Emergency repairs

Please note that all repairs must be carried out at Alphabet authorised service centres.

However, should special emergency technical needs so require, to obtain the appropriate au-
thorisations to proceed, you will need to contact our Driver Call Centre on freephone number 
800 591 591.

B. Mileometer failure

In the event of a mileometer failure, the driver is required to immediately notify the Driver Call 
Centre on 800 591 591, who will provide instructions on where to have the device repaired as 
quickly as possible. 

C. Reimbursement for emergency repairs 

Emergency reimbursement is provided for up to a maximum of €150, excluding VAT, for each 
type of repair performed in conditions of genuine necessity.

To allow for a proper assessment of your claim, please send a brief description of the event 
to servizioclienti@alphabet.com, ensuring that you attach the invoice or receipt in the custo-
mer’s name.

For tax purposes, the invoice or receipt must indicate the number plate of the Alphabet vehi-
cle being repaired.

To complete the process, you must attach a receipt of payment made by credit card, debit 
card or bank transfer.

If the above conditions are not met, the refund will not be processed.
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Any refund exceeding €150 excluding VAT must be authorised in advance by Alphabet. You 
will need send a brief description of the event to servizioclienti@alphabet.com, making sure 
to attach the cost estimate provided by the non-Alphabet service centre.

D. Driving abroad

The rental vehicle delivery report authorises the driver to use the vehicle both in Italy and in 
the European countries listed on the Green Card.  
Special cases: 
•	 If a driving licence certified by a notary public is required, please send a request to the 

Driver Call Centre on 800 591 591. Notarial fees and expenses will be charged to the Cu-
stomer Company.

•	 Only if the vehicle is to be driven in one of the countries that preclude the requirement 
to exhibit the Green Card can a request be made to Customer Service, which will send it 
within 10 days of the request.

If, in exceptional circumstances, your vehicle requires technical assistance abroad, please 
contact the Driver Call Centre on 0039 0251610599.

Please note that, pursuant to current legislation, the contract you have signed does not provi-
de for the continued use of the vehicle abroad.

E. Traffic fines

Indirect notification:  
In the event of a violation by the driver that results in a subsequent traffic fine and/or notifica-
tion to Alphabet, Alphabet will arrange for direct payment or request re-notification as agreed 
with the Customer Company.

The costs incurred, plus administrative and management fees, will be charged to the Custo-
mer Company.

Direct notification: 
In the event of a violation that requires the driver to directly notify and pay the fine, to avoid 
confusion and duplicate payments, a copy of the payment must be sent to the Alphabet Italia 
S.p.A. Fines Office by email to contravvenzioni.alphabet@agita.it.

Fines on replacement vehicles: 
If Alphabet uses external suppliers to provide the replacement vehicle (e.g., car rental), Alpha-
bet will charge the external rental company the costs for managing fines, invoiced by the 
supplier to Alphabet. We therefore recommend that you always check the applicable pricing 
conditions for managing fines before picking up the replacement vehicle at the rental station.

F. Fuel Card

The Alphabet Fuel Card can only be used for refuelling at the issuing petrol company’s distri-
bution network and is only valid for the vehicle whose licence plate is shown at the bottom of 
the card.

The PIN code must be kept confidential and entered by the driver at the time of payment.

When refuelling, please check the vehicle’s mileage and report it to the staff in charge. 
Upon completion of the refuelling process, a receipt will be issued containing the following 
information:
•	 identification of the point of sale;
•	 date of the transaction;
•	 type of fuel dispensed;
•	 amount;
•	 vehicle number plate or Fuel Card number;
•	 kilometres at the time of refuelling.

The driver is responsible for verifying the accuracy of the information provided.
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In the event of any of the following:
•	 loss;
•	 theft;
•	 destruction;
•	 damage;
•	 lost PIN;
•	 card blockage;
•	 vehicle re-registration.

Report the incident to the authorities immediately and send a copy to 
servizioclienti@alphabet.com. Do not hesitate to contact our Driver Call Centre immediately 
on 800 591 591 so that Alphabet can instantly activate all procedures to restore the Card.
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