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your schedule to give you full details of your

cover.

this contract does not meet your needs, please

or anyone on your behalf has provided to us in

policy, forms the basis of the contract.

endorsements must be read together.

the premium for any subsequent period of

Your policy is divided into a number of

schedule will state that it is ‘not covered’.

Defined terms are used to explain what a word

means and are highlighted in bold blue print.

headings do not form part of the contract.

the heading ‘What is not covered’ we draw

your attention to what is excluded from your

in conjunction with the Policy conditions and

Policy exclusions which apply to the whole of



directly to them using the following telephone numbers.

Haverhill

Making a claim

If you need to make a claim please first check

your policy to make sure that you are covered.

You must then follow the Claims notification

under Policy conditions on page 11.

help us deal with your claim quickly and fairly.

Making a complaint

If you are not happy with the way in which a

claim or any other matter has been dealt with,

please read ‘Making a complaint’ on page 31 of

24 hours a day 365 days year.

ThiswillputyouincontactwithourClaimsDepartmentduringofficehours
(8.00am to 6.00pm) and out of hours message only service.



Herearesomequickandhandytips
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If you have had an accident

Follow these steps if your insured vehicle is

stop at the roadside if there has been

an injury to a person, animal, vehicle or

property

are safe and out of danger

call 999 if you need emergency help or if 

the accident has left a dangerous situation

if another driver is involved, please ask for

their details – name, address, telephone

do not admit responsibility for the accident –

Make a note of what happened in case you

need it later on. We suggest you

note the time, name of the road or the

location

draw a diagram of the position of all

write down the driving conditions i.e. 

try and get witness statements and their

Report the accident to us as soon as you can

on the phone number highlighted on page 5,
even if you do not want to make a claim.

Making a claim

We know how stressful it can be if your vehicle

you report it, the sooner we can help you.

You can call our UK-based claims line

highlighted on page 5. It will be useful if you

have your policy number and details of the

Once you have called or sent us details about a

claim we will

give you a claim number to quote

Getting your vehicle repaired – an
overview

If your vehicle is covered for repairs we can

help take the stress away if you choose to 

get it repaired through one of our approved

repairers. Doing this means that

you do not need to organize estimates

we will pay the repairer directly (you just

all repair work is guaranteed for the life of

your vehicle (while you continue to own it)

back to you.

Important – are your details correct?

You have a legal requirement to make sure

that your vehicle details are kept up to date

is run by the Motor Insurer’s Bureau (MIB).
Please make sure that you have read the Motor

page 12.

Stay insured, stay legal – penalties

It is a legal requirement to have continuous

insurance in place for your vehicle. If there

is no record on the MID showing the vehicle

is insured and you have not declared it as ‘off

Notification) you may receive a letter from the

DVLA. This letter will tell you that you could

face a fine or prosecution, and the vehicle

could also be clamped, seized and ultimately,

destroyed.

Wales. It will not apply in Northern Ireland, the

Channel Islands and the Isle of Man.

You can check that the details held about your

vehicle on the MID are correct by visiting

www.askmid.com.



Here are some quick and handy tips continued

What to do if your windscreen breaks

0800 269 661

replace the broken windscreen subject to the

for the payment of any call out, replacement or

Autoglass.
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Meaningofdefinedterms

If a word or phrase has a defined meaning, it

will be highlighted in bold blue print and will

have the same meaning wherever it is used.

Accessories/Accessory

vehicle which is/are not directly related to its

function as a vehicle but forms an integral part

of the vehicle and are not designed to operate

independently.

car entertainment equipment

to your vehicle or is not intended to operate

and for what purpose it can be used. It has the

cover – this is done in this policy.

Endorsement(s)

Excess

The first amount you must pay towards the cost

of a claim. If more than one excess applies, for

excess, then we will add them together. Full

details of the excess that applies is shown on

Great Britain, Northern Ireland, the Isle of

establishments

premises in the oil, gas or chemical

industries.

Insure/Insurance/Insured

We will meet your legal liability for loss or

Market value

The cost of replacing your vehicle within the

UK, with one of similar make, model, age,

The period from the start date up to and
including the expiry date shown on your

schedule and certificate of insurance.

clothing, portable audio equipment, multi- 

to your vehicle.

is not insured.

solid, liquid, gaseous or thermal irritant

soot, fumes, acids, alkalis, chemical or



Meaning of defined terms continued

Policy

issued.

Statement of fact

A document sent to you by your insurance

supplied and which forms the basis upon which

Terrorism

An act, including but not limited to the use of

force or violence and/or the threat thereof,

acting alone or on behalf of or in connection

or similar purposes including the intention to

or any section of the public in fear.

In any action, law suit or other proceedings
where we state that any loss, damage, cost

or expense is not covered by this policy, it will

be your responsibility to prove that they are

covered.

In the event that any part of the limitation in

respect of terrorism is found to be invalid or

full force and effect.

You and we are the first and second parties to 

this contract. Anyone else is a third party.

You/your/yourself/policyholder

policyholder.

We/us/our
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These are the conditions of the cover and

cover. If you do not comply with a condition,

you may lose all right to cover under your

policy or to receive payment for a claim.

If you are unsure about any of the conditions or

whether you need to tell us about any matter. 

If we agree to pay your claim and you disagree

with the amount to be paid it may be referred

to an arbitrator who is jointly appointed.

business, you may be able to refer your case

either case this will not affect your right to take

You may cancel your policy at any time.  

If you cancel this way, provided no claim

has been notified, paid or is outstanding
in the current period of insurance we will 

refund part of the premium paid, 
proportionate 

following cancellation. If you 

cancel in the first year of this insurance, 
we will retain an amount of premium in 

accordance with the following short 

period charges scale for the time you 

have been on cover and refund the 

balance to you. We will calculate any 

refund due from the date that you 

advise us that the policy should be 

cancelled. Where a claim has been 

notified, paid or is outstanding the 

annual premium remains due in full.

We can cancel your policy at any time by 

giving you 14 days written notice by

We will refund part of the 

premium paid, proportionate

has been notified, paid or is outstanding in
the current period of insurance.

Where a claim has been notified, paid or is

due in full.

claims or rights you or we may have before the

date of cancellation.

retained

100% 0%

Up to 1 month 25% 75%

Up to 2 months 33% 67%

Up to 3 months 41% 59%

Up to 4 months 50% 50%

Up to 5 months 58% 42%

Up o 6 months 66% 34%

Up to 7 months 75% 25%

Up to 8 months 83% 17%

Up to 9 months 91% 9%

Over 9 months 100% 100% 



We do not have to offer renewal of your policy

and cover will cease on the expiry date.

vehicle from being lost or damaged

maintain it in an efficient and roadworthy

condition and we must be able to inspect it

at any time after you have made a claim.

should be kept in a good condition and

You must tell us as soon as possible of any

you do not comply with this condition we have

the right to refuse to pay your claim.

We do not have to accept any request to 

to the cover, an increase in the premium or

different terms or conditions of cover may be

we reserve the right to charge up to £30 for any

change or correction to your policy that we

make on your behalf.

If you want your policy cover to continue after

details of your new vehicle. You must do this

When you have done this, we will either send

you a new certificate of insurance or a

which might lead to a claim under this
policy

give us all the information we request.

immediately

on receipt send us every letter,

court order, summons or other legal

tell us about any prosecution, inquest

or fatal accident inquiry or dispute

for referral to adjudication or court

potential claim under this policy

notify the police of any loss or damage

that has been caused by malicious

vandals.

If you do not comply with this condition we

have the right to refuse to pay your claim.

You must take, or allow others to take,

practical steps to prevent further loss

If we wish, we can take over and manage

in your name, or the name of any person

settlement of any claim for our own benefit.

You may not accept, negotiate, pay, settle,

admit or repudiate any claim without our

We will at our option either pay for the

repair or replacement of your vehicle or

pay a cash equivalent to the value of any

or spare part.

The maximum amount we will pay will be

the market value immediately before

estimated value last declared to us.

If an accessory or part of your vehicle is

no longer available, we will pay the value
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of the accessory or part at the time of the

loss or damage but we will not pay more

than the manufacturer’s list or quoted price
of the accessory or part.

We will not cover that part of the cost of any

vehicle beyond its condition prior to the

We will not pay for theft of your vehicle

within 28 days of your vehicle being stolen

You may not abandon any property to us.

If your vehicle is subject to a financial

vehicle to be written off as a total loss

our initial payment will be to the finance

owed to them with any balance being paid
to you.

We will be allowed complete control of any

proceedings and settlement of the claim.

If you do not comply with the above conditions

we have the right to refuse to pay your claim.

You and anyone acting for you must not act in a

If you or anyone acting for you

support of a claim;

document in support of a claim; or

makes a claim for any injury, loss or

damage caused by your wilful act or

We may at our option

refuse to pay the claim and declare the

policy void, as if it never existed and

paid under the policy; or

refuse to pay the claim and cancel the

policy from the date of the claim or

alleged claim, without any refund of

refuse to pay the claim,

and we may inform the police of the

circumstances.

You and we can choose the law which applies

to this policy. We propose that the Law of

will apply to this policy.

Providing accurate and complete 

information.  

When taking out, renewing or making a 
change to this policy you or your insurance 

representative (acting on your behalf) must 

take reasonable care to provide accurate 
and complete answers to all questions. You 

should not provide any information which 

you know is incorrect.  

We may ask you to provide further 

information and or documentation to ensure 
that the information you provided when 

taking out, making changes to or renewing 

your policy was accurate and complete.  

If you do not comply with this condition and 

fail to take reasonable care to provide 
accurate and complete answers to our 

questions then if the failure is  

1. deliberate or reckless we can elect to    

make your policy void and keep the 

premium. This means treating the 

policy as if it had not existed and 
that we will not return your 

premiums, or  

2. not deliberate or reckless and we

would not have provided cover had 
you provided accurate and complete 

answers to the questions, then we 

can elect to make your policy void 

and return your premium or  

3. not deliberate or reckless and we 

would have issued cover but on 
different terms had you provided  

accurate and complete answers to 
the questions then we can:  



a) reduce proportionately any amount 

paid or payable in respect of a claim 
under your policy using the following 

formula. We will divide the premium 

actually charged by the premium which 

we would have charged had you 

provided an accurate and complete 

answers to the questions and calculate 

this as a percentage. The same 

percentage figure will be applied to the 

full amount of the claim to arrive at the 

proportion of the claim to be paid or 

payable; and/or 

b) treat your policy as if it had included 

the different terms (other than payment 
of the premium) that we would have 

imposed had you provided an 

accurate and complete answers to the 

questions 

Where we elect to apply one of the above 

then 

a) if we elect to make your policy void, 

this will be from the start of the policy, 

or the date of variation or from the date 

of renewal. 

b)  we will apply the formula calculated by 

reference to the premium that would 

have been charged to claims from the 

start of the policy, or the date of 

variation or from the date of renewal 

c) we will treat the policy as having 

different terms imposed from the start 

of the policy, or the date of variation or 

from the date of renewal depending on 

when the failure to provide complete 

and accurate answers occurred. 

d) if we decide to void the policy we will 

seek to recover any payments made 
and costs incurred as the result of us

having to comply with our Road Traffic 

Act obligations   

It is a criminal offence under the Road 

Traffic Acts to make a false statement for 

the purposes of obtaining motor insurance 

and we may report you to the authorities 

should we consider there to have been a 

serious or reckless presentation of the 

risk.   

Motor Insurance Database (MID)
condition

MID and the data stored on it may be used

permitted by law for purposes not limited to 

offenders);

or 

other services aimed at reducing the level

If you are involved in a road traffic accident

or 

certain other territories), insurers and/or the MIB 
may search the MID to obtain relevant

information.

representatives) pursuing a claim in respect of a
road traffic accident (including citizens of other

which is held on the MID.

It is vital the MID holds your correct registration

number. If it is incorrectly shown on the MID

by the police. You can check that your correct

registration number details are shown on the

policy.
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If a claim is made under this policy and there is

be but for this policy, entitled to have a claim

paid under the other insurance, we will only pay

our proportionate share of the claim.

You must grant us free access at all reasonable

times to examine your vehicle whether or not a

claim has been submitted.

If your schedule shows that we have included

a no claims discount on your policy, you must

prove your entitlement to this discount.

sending us the original, most recent

sending us a letter from the previous 
insurer of your vehicle which confirms 

the no claims discount you had earned 
when the

Proof of your no claims discount must

which was cancelled no more than 
two

start date

If we do not receive proof of no claims 

discount within 28 days of your policy start 

date then we will

policy start date, and

equivalent to the discount that 

was

If you cannot use your vehicle as the result of

will pay the costs of

protecting it and moving it to the nearest

returning it to you after repair to any

address you wish as long as the cost is no

more than it would be if we delivered it to 

If we settle your claim by replacing your

vehicle or by paying its market value, your

If you need cover for a temporary period on

policy, you must tell us beforehand and get a

Sanctions condition 

This contract of insurance is subject to 
sanction, prohibition or restriction under United 
Nations resolutions. It is a condition of your 
policy that we will not provide cover, or pay 
any claim or provide any benefit under your 
policy to the extent that the provision of such 
cover, payment of such claim or provision of 
such benefit would expose us, or our parent, 
subsidiary or any AXA group member 
company, to any trade or economic sanctions, 
or violate any laws or regulations of the United 
Kingdom, the European Union, the United 
States of America or any other territory. 



Policy Exclusions 

do not apply where it is necessary to meet

limits of this policy.

We will not cover you for any costs or claim

arising as a result of an agreement or contract
unless we would have had to pay the costs or

We will not cover you for any claim arising while

your vehicle is being used in the parts of any

airport or aerodrome to which aircraft have

access.

We will not cover you for any claim arising,

during or because of earthquake other than as
provided for by Section 1 of your policy.

We will not insure any indirect loss of any kind.

exclusion

We will not cover you for pollution or

We will not cover you for any claim arising from

radioactivity from any nuclear fuel or from

any nuclear waste from the combustion of

assembly or nuclear component of that 

assembly.

We have the right to recover any payment we

make from you if, under the law of any country

in which you are covered by this policy, we

have to pay a claim or make a payment which
we would not normally have to pay under the

In anywhere other than Great Britain, the Isle

of Man or the Channel Islands, we will not

cover you for any claim arising out of, during or

because of riot or civil commotion other than as
provided for by Section 1 of your policy.

We will not insure you for any claim while your

used for any purpose that the certificate of

driven by someone not allowed to drive by

the certificate of insurance

driven by you if you do not hold a licence

to drive the vehicle or are disqualified from

who you know does not hold a licence to 

drive the vehicle unless that person has

held a licence and is not disqualified form

but we will still cover you under Sections 1,2

and 3 if the claim arises because your vehicle

If you choose not to use one of our

us with an estimate for the cost of repair from

which garage to nominate to carry out the
repairs we will arrange for your vehicle to be
examined by one of our motor engineers to 
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We will not insure you for any claim which

is as a result of war, invasion, act of foreign

enemies, hostilities (whether war is declared or

is necessary to meet the requirements of the



chosen.

Comprehensive

apply.

Third party, fire 

and theft

All sections of the policy

3, 4 and 6.

Section 2 only applies to 

or attempted theft.

All sections of the policy

2, 3, 4 and 6.

All sections of cover should be read in

conjunction with the Policy conditions and

this policy. These can be found on pages 10

through to 15.

All sections of cover should also be read in
conjunction with any endorsements that may





Section 1 – Liability to others

death or bodily injury to anyone other than

the driver of your vehicle

and

damage to property up to:

£5,000,000 (excluding legal costs)

for any one claim or number of claims

arising out of one event

£1,000,000 (excluding legal costs)
while your vehicle is at any high risk

premises (see definition on page 8)

£1,000,000 (excluding legal costs) for

by this policy (see definition on page

8 and pollution and contamination

£5,000,000 for the costs and expenses

incurred with our written consent from

and costs for any one claim or number

of claims arising out of one event

as a result of an accident that is caused by or
in connection with your vehicle, including its

loading and unloading, or any trailer while it is

With our written consent, the limit of cover

provided under Section 1 of this policy includes

arising from any health and safety inquiry or

for any breach of the

Health and Safety at Work Act 1974

Homicide Act 2007.

Contents of this section
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Section 1 – Liability to others continued

Provided always that we will not be liable;

for more than £5,000,000 in total in

respect of any one action or series of

actions arising out of any one insured event
and in aggregate during any one period of

insurance

unless the proceedings relate to an

actual or alleged act, omission or incident
committed during the period of insurance

Isle of Man or the Channel Islands and in

unless the proceedings relate to an actual

or alleged act, omission or incident arising

by you, or on your behalf, of any motor

in respect of proceedings which result from

for fines or penalties or the cost of

for costs incurred as a result of the failure to 

order

for fees of any solicitor or council appointed

by or on behalf of any person entitled to 
cover unless we have agreed for them to be

appointed.

this section, we will pay

under this section at a coroner’s inquest or

for the defence in any court of summary

jurisdiction

subject to our prior agreement the cost

of legal services to defend a charge of

incurred to investigate or defend a claim

We will also pay for emergency treatment fees

following an act of terrorism, the maximum

amount we will pay for damage to property as

a result of any or accidents caused by your

vehicle, or vehicles driven or used by you, or

this section will be

£5,000,000 including costs and expenses

incurred with our written consent in respect

of all claims arising out of one event, or

such greater amount as may in the

Who is insured by this section

anyone allowed by the certificate of

and at your request

anyone other than the driver, who is in, 

getting into or out of your vehicle.

If anyone covered under this section dies, we

will continue to provide cover for the estate

of that person in respect of any costs and

policy.



Section 1 – Liability to others continued

What is not covered

We will not provide insurance under this

section

if the person who is covered by this section

knows that the driver, at the time of the

accident has never held a licence to drive

the vehicle, or is disqualified from having

such a licence, unless a licence to drive is

to anyone who does not keep to the terms
of this policy as far as they can apply

for death of, or bodily injury to, any person

arising out of and in the course of that 

person’s employment other than where it is

necessary to meet the requirements of the

for death, injury or damage caused or

or thoroughfare, in connection with the

anyone other than the driver or attendant of

for loss or damage to your vehicle

for loss or damage to property owned by or

in the care of the person claiming, or being
carried in or on your vehicle

for any amount in excess of £5,000,000

(including legal costs) for any one claim, or

number of claims, arising out of one event

for any additional amount that you are

liable to pay that is shown in the late
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Section 2 – Loss of or damage to your vehicle

If your vehicle is lost or damaged, we will

repair it, or

replace it, or

pay in cash the cost of the loss or damage.

In the event of a total loss, the limit of cover
under this section will be the market value of

your vehicle and its fitted accessories and

spare parts in or on your vehicle immediately

prior to the loss or damage.

We will not pay more than the maximum value

car entertainment equipment cover

We will pay up to £1000 after deduction of

the excess as shown on your schedule for

navigation and in car entertainment

equipment if they are permanently fitted to 

We will not pay more than the value of the

equipment at the time of the loss or damage
and we will make a deduction for wear and tear.

Loss or theft of keys or other type of

In the event of keys or transmitters for your

or transmitters for your vehicle being lost or

that any person who finds, or has stolen such

items would be able to identify the whereabouts
of your vehicle, we will pay for replacing:

interface

The maximum we will pay is £500 for any one

incident.

Contents of this section



Section 2 – Loss of or damage to your vehicle continued

You will not have to pay any excess for the loss

or theft of keys.

If your vehicle is disabled as a result of loss or

damage insured under this section we will pay

protection and removal to the nearest

repairers

returning your vehicle to you after repair to 

no more than it would be if we delivered it to 

Excesses

You must pay the amount shown in your

under this section of the policy. The excess is

not applicable for claims for broken windows or

to the paintwork providing there is no other

excess

You must also pay the additional excess if your

vehicle is lost or damaged whilst being driven

by or whilst in the custody or control of any

under 21 years of age

21 to 24 years of age

at least 25 years old but is a

UK licence for less than one

year

You do not have to pay these additional

amounts:

1 

2 if loss or damage was caused whilst your

vehicle was in the custody or control of a

motor trader for repair or service.

You must pay the amount shown in the

excess stated in your schedule will be doubled

e.g. if the windscreen excess stated in your

schedule is £100 and you do not use a

by us the amount you will have to pay will be

increased to £200.

What is not covered

We will not cover

the amount of excess as shown in your

schedule

loss of use of your vehicle

any depreciation in the market value of your

vehicle following its repair as a result of a

claim under this section

depreciation

the cost of replacing lost, stolen or

loss or damage arising from the theft of or
from your vehicle when the:

ignition or immobilisation key(s) and or

have been left in or on your vehicle

boot, tailgate, sunroof or any door of
your vehicle has been left open or

unlocked

by a family member or any member of your
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Section 2 – Loss of or damage to your vehicle continued

equipment or two way radio transmitters or

loss or damage as a result of deception by a

of your vehicle or its return to its legal

owner

of your vehicle by the police or anyone

empowered to act on behalf of a police

authority

loss or damage caused to your vehicle

whilst it is being held in the custody or

control of any police authority or any other

person acting on the direct instructions of



provided there is no other damage to your

vehicle.

You must pay the amount shown in the

excess stated in your schedule will be doubled

e.g. if the windscreen excess stated in your

schedule is £100 and you do not use a

by us the amount you will have to pay will be

increased to £200.

What is not covered

We will not cover the windscreen excess shown

Contents of this section



Section4–Personalinjurytoyourdriver
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Contents of this section

What is covered 24

What is not covered 24

If the driver of your vehicle is injured as a direct

result of an incident insured by this policy we

will pay £5,000 to your driver or your driver’s

estate if within three months of the incident the

injury is the sole cause of:

death;

total and permanent loss of all sight in one

or both eyes; or

total loss of one or more limbs by being cut

off at, or above, the wrist or ankle.

What is not covered

We will not pay:

if suicide, attempted suicide, alcoholism or

drug addiction causes, contributes to, or

more than £5,000 arising out of any

incident or during any one period of
insurance.



Section5–Serviceor repair

We will continue to provide cover under your

policy for you while your vehicle is in the

custody or control of a motor garage, or other
similar business, which you do not own, for the

maintenance

repair

servicing.

This is subject to the terms and conditions of

exist on your certificate of insurance for use

Contents of this section
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Section6–Personalbelongings

Contents of this section

What is covered 26

What is not covered 26

We will pay up to £250 in total for loss of or

damage to personal belongings in, or on,

If you wish, instead of paying you, we will pay

the owner of the lost or damaged property.

Payment by us to the owner of the lost or

liability.

What is not covered

We will not pay for:

wear, tear and loss of value of any personal

belongings

or securities (such as share or bond

certificates)

loss or damage when no one is in your

away from your vehicle by you or the

all personal belongings are in a locked

boot, or a glove compartment

the cost of reinstating data from portable



Section7–Rightof recovery

may mean we have to make payments which

liable for them as the owner, keeper, user or
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Section8–Geographical limitsandEuropeantravel

We will provide insurance as set out in the

policy, your schedule and the certificate 

of insurance while you are travelling in or

between,

of Ireland, the Isle of Man and the Channel

Islands.

In addition to providing cover within the

of motor vehicles in any country which the

satisfied has made arrangements to meet the

requirements of article 7 (2) of the EC Directive

in relation to civil liabilities arising out of the

use of a motor vehicle. If however the road

traffic laws of Great Britain are wider than the

minimum cover of the EU Member State where

the incident occurred, then the level of cover in

the territories listed within the geographical

limits you will have to request us to issue a

provision of this cover will be at our discretion

and may be subject to an additional premium.

Please give us at least 14 days’ notice of the

intention to travel abroad to allow us time to 

If your vehicle is involved in an accident

outside of the UK, we will pay any customs duty

that arises as the direct result of any loss or



Section9–Noclaimsdiscount(NCD)

If you do not make a claim under your policy, your annual renewal premium will be reduced as detailed

in the following table:

NCD at policy start date or previous renewal NCD following a claim free year

Please note that no claim discounts will not be earned on policies that are in force for less than 12

If you make a claim under your policy, your no claims discount will be reduced as shown in the table

below:

NCD at policy start date or NCD following a claim or claims

1 year Nil Nil Nil

Nil Nil Nil

1 year Nil Nil

Nil Nil

5 years or more 1 year Nil

Your schedule will show the current level of no

claims discount you are entitled to.

Third parties may claim directly against us

as your insurer in the event of an accident

we will deal with any claim, subject to the terms

If a claim is made which is not your fault and

we have to make a payment, unless we can

recover all sums paid, we will reduce your no

No claims discount is only accrued where your

vehicle has been covered on the policy for 12

If more than one vehicle is insured with us no

If you have chosen to protect your no claims

discount and paid an extra premium for this we

will only reduce your no claims discount when

made more than one 

claim that would have affected your no claims 

discount during the
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Section 9 – No claims discount (NCD) continued

renew, your no claims discount will 

be reduced as shown in the table below.

Number of claims NCD at renewal

Two

Three 1 year

Nil

no claims discount scales and 
terms. You can choose to protect your no 

claims

no claims discount.



Makingacomplaint

we want to hear about it so we can try to put

response.

How to make your complaint

you are dealing with. If your complaint relates

to a claim on your policy, please contact the

contact is often the most effective way to 

Alternatively you can write to us at

Suffolk

Email:

When you make contact please tell us the

Name address and postcode, telephone

number and e-mail address (if you

Your policy and/or claim number, and the

The name of your insurance agent/firmn The reason for your complaint.

our final written response, or if you have not

of telling us about your complaint, you may
be eligible to refer your case to the Financial

products.

You have six months from the date of our

final response to refer your complaint to the

FOS. This does not affect your right to take

183 Marsh Wall

London

Fax: 020 7964 1001

Email:

We willn Acknowledge written complaints promptly.n Investigate your complaint quickly and
Keep you informed of progress of your

complaint.n Do everything possible to resolve your
complaint.

Acknowledge when we have made a mistake

and learn from them.

Use the information from complaints to 

* free for people phoning from a ‘fixed line’ (for example, a landline at home)

** free for mobile-phone users who pay a monthly charge for calls to numbers starting 01 or 02
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in the unlikely event we cannot meet our

obligations to you. This depends on the type

of insurance, size of the business and the

circumstances of the claim. Further information

No. 78950. Registered Office: 5 Old Broad
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