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This policy booklet contains details of what is covered and how claims are settled.
We recommend that you check your cover meets your needs.

AXA_APLDO0144P-M-1313441.indd 3 @ 25/04/2024 16:00



Choice of cover

Comprehensive

All parts of the policy apply except where
amended by endorsement.

Third Party Fire and Theft

® | ossand damage under PartAisonly
covered where loss or damage to
your caris caused by fire, lightning,
explosion, theft or attempted theft.

= Youare not covered under sections 2
and 5 of Part A- Loss and damage.

® Youarenotcovered under Parts
D - Injury benefits and E - Personal
belongings and other parts amended
by endorsement.

Third Party only

You are not covered under Parts A, D
and E and other Parts amended by
endorsement.

Your policy schedule will show what
sectionsarein force.

We want you to understand your policy
and everything we can do for you and have
tried to design your policy booklet to help
you do this. You will find the following
headings on many pages:

v Whatis covered

This provides detailed information on the
insurance provided and should be read
with ‘What is not covered’.

X Whatis not covered

This tellsyou whatis notincluded in
your policy.
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To help you further...

We haveincluded some explanatory notes
inyour policy. These are headed Useful
information and are printed in italics at the
bottom of the page. They are not part of
theinsurance contract but they are there
to help you understand it.

25/04/2024 16:00



Making a claim

If you need to make a claim or think

you do please call our claims team on
0345608 0230* who willimmediately
take action to help you. We will take all
the details and if appropriate, give you
the telephone number and location of
our nearest recommended repairer and
inform you of any further action you may
need to take.

To make the claims process quicker
please have your policy number to hand
and afull description of the incident. We
will keep you informed about how we are
progressing with the resolution of your
claim. We are committed to dealing with
each claim quickly and effectively.

*Telephone calls may be monitored and
recorded.
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Your policy

This policy is a contract between you
and us.

This policy describes the insurance cover
provided during the period of cover

you have paid for, or have agreed to pay
for, and for which we have accepted the
premium.

The contract between you and usis
formed of this policy, the schedule and

any endorsements shown in the schedule.

You will be provided with a copy of your
statement of fact or proposal form.
Thisdocument lists the answers to the
questions you were asked when applying
for thisinsurance.

Theinsurance cover applies anywherein
the UK except when we state otherwise in
this policy - see Part C - Territorial limits
and foreign use. Your caris also covered
whenitis being transported within the UK
and between any UK ports.

Important

Please read the policy, the certificate
ofinsurance and the schedule asone
documentto ensure that it meets with
your requirements.

The law which applies to your
policy

You and we can choose the law which
appliesto this policy. We propose that the
Law of England and Wales apply. Unless
we and you agree otherwise, the Law

of England and Wales will apply to this
policy.
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Changestoyour
circumstances

Itisimportantthatyoutellusassoon as
reasonably possible if your circumstances
change orifany of the information shown
inyour proposal form, statement of fact,
schedule or certificate of insurance
changes during the period of cover.
Please refer to the ‘General conditions
applicable to all parts of this policy’
section of this policy wording.
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Meaning of defined terms

Where we explain what a word means Recommended repairer
that word will have the same meaning

whereveritis used in the policy,
endorsements and schedule. These words
are highlighted by the use of bold blue

Arepairer that we recommend to you,
who we will authorise to repair your car
following a claim under Part A- Loss

print. and damage.

Certificate of insurance Schedule

The certificate of motor insurance which is The schedule forms part of this policy.

evidence of your motorinsurance. Please read the schedule carefully.
It defines the cover you have under
this policy.

Excess/excesses

The amountyou are required to pay as the Spouse

first part of each and every claim made.
Your husband, wife or civil partner.

Market value UK
The costofreplacing your carin the
UK with one of the same make, model, England, Scotland, Wales, Northern
specification, mileage, age and condition. Ireland, the Isle of Man and the
Channellslands.
Misfuelling
We/us/our
Accidentalfilling of the fuel tank with Jus/
inappropriate fuel foryour car. AXAlnsurance UK plc.
Period of cover You/your
A period of 12 months from the start date The policyholder named in the schedule.
of your current policy.
Your car
Personal belongings Any private motor carinsured under this
Clothes and items of a personal nature policy and(orany othgrcarwhich isadded
belonging to you and your passengers, by youduring the period of cover each
including portable navigational asidentified by its registration markin
equipment, car phones, radios, CD your current certificate of insurance or
players, cassette players, games consoles temporary cover note.

orany otheraudio orvisual equipment.
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General conditions applicable to all parts

of this policy

You must comply with the following
conditions to have the full protection of
your policy.

Ifyou do not comply with them we may
atouroption take one or more of the
following actions:

m  cancelthe policy;

= declareyour policy void (treating your
policy asifit had never existed);

m  changethe terms of your policy;

m  refusetodeal withallor partofany
claim or reduce the amount of any
claim payments.

Cancellation

Statutory cancellation rights

You may cancel this policy within 14 days
of receipt of the policy documents

(new business) orthe renewal date (the
Cancellation period) by writing to us at the
following address during the Cancellation
period:

AXA Personal Lines Customer Service
PO Box 7072

Willenhall

WV19ZU

Thereis no refund of premium in the event
of atotal loss claim. However, in all other
cases, we will keep an amount of premium
in proportion to the time you have been
on cover and refund the balance to you.

Ifthereis atotalloss and if you are paying
by instalments directly to us, you will
either haveto:

m  continue with the instalment payments
untilthe premium s paidin full or,

= we may take the remaining
instalments you owe from any claim
payment made.

AXA_APLDO0144P-M-1313441.indd 8

@

Where you have paid for your premiums
using aloan and you are paying your
instalments for that loan to your broker or
finance provider, the amount that we may
take from any claim payment made is the
amount of the outstanding instalments as
told to us by your broker/finance provider.

Cancellation outside the statutory period

You may cancel this policy atany time
by giving prior written notice to the
above address.

Aslongasyou have notincurred any
eligible claims, apart from a claim for
Windscreen Repair or Windscreen
Replacement, we will keep an amount of
premium in proportion to the time you have
been on cover and refund the rest to you.

If you are paying by instalments directly to
us, your instalment payments will end. If
you have already had payment for or you
are makinga claim, you will either have to:

m  continue with the instalment payments
untilthe premiumi is paid in full or,

= we may take the outstanding
instalments due from any claim
payment made.

If you are paying by instalments to
your broker or finance provider, your
instalment payments will be set out by
your loan agreement with your broker/
finance provider.

Ifyou have already had payment for, or
you are making a claim, we reserve the
right to take the outstanding instalments
astold to us by your broker/finance
provider from any claim payment made.

Cancellation by us

We may cancelyour policy:

= |fyouoranyone else covered by
this policy breaks any of the General
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conditions applicable to all parts of this
policy section of your cover set outin
pages8-11.

Ifyou oranyone else covered by this
policyignore or fail to comply with
the General Exclusions. Please see
“General exclusions applicable to all
parts of this policy” section set out on
page 13.

If you provide any inaccurate or
incomplete information. Please see
“Providing accurate and complete
information” section on page 10.

Ifyou actin afraudulent manner when
incepting, making an amendment
orrenewingthis policy. Please see
“Fraud” section on page 11.

Ifyouactinafraudulent mannerwhen
makinga claim. Please see “Fraud”
sectionon page 11.

If we are unable to continue cover due
tochangesinyour circumstance orto
your policy information. Please see
“General conditions applicable to all
parts of this policy” section set out on
pages8-11.

If you fail to respond to a written
request for furtherinformation or
documentation.

If we believe you or anyone else
covered by the policy seek to use the
benefits of the policy forany usein
which the policy is notintended for,
including any commercial use.

If you do not pay your premium,
please see “Non payment of premiums
“section on this page for how this
applies where your premium is funded
by aloan andyou are paying your
instalments to your broker or finance
provider.
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General conditions applicable to all parts of this policy continued

If we cancel your policy we shall provide

you with 7 days’ prior written notice to

your last known address. Within this
notice we will advise you of our reason for
cancelling your policy.

Any premium refund will be calculated in

accordance with the above.

Non payment of premiums.

We have theright to cancel this policy by
giving you 7 days written notice in the

event of non payment of the premium or
defaultif you are paying by instalments.

Ourrightto cancel the policy applies even
ifyou are paying the instalments directly
tous, your broker or finance provider
underaloan you have with them.

Where you are paying by instalments to

your broker/finance provider, our right

to cancel the policy by giving you 7 days
written notice applies from the moment
you have defaulted on yourinstalment
payments with them.

If we are collecting the instalment
paymentsand we are unable to collect
apaymentthatisdue, we will contact

you and try to collect the outstanding

payment(s) before we invoke our right to
cancelthe policy.

Providing accurate and
complete information

When taking out, renewing or making
changes to this policy, you or your
agent (acting on your behalf) must take
reasonable careto provide accurate and
complete answers to all questions.

Itisacriminal offence under the Road
Traffic Act 1988 to make a false statement
forthe purposes of obtaining a Certificate
of Motor Insurance.
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General conditions applicable to all parts of this policy continued

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 are abusive or
aggressive towards us

If you or anyone acting for you uses
threatening, aggressive, or abusive
behaviour or language towards our
staff or suppliers, this could affect
your insurance policy. Thisincludesin
communications such as text, email,
online chats, or social media.

We won’taccept:
= Threats of physical violence.

m  Behaviourorlanguage that may
cause someone to feel threatened or
distressed.

®m  Abusive comments or remarks which
are sexual, racial, or about religious
beliefs or culture.

= Bullyingor swearing.
What we may do:

= Endthe currentcall or conversation
with you (we won’tdo this without
warningyou first).

m Blockany further phone calls, emails
orsocial media contact, orif made we
may notanswer these.

m  Limit future contact with you to one
method of contacte.g., by letter only.

® Limitourcontactwith youtoone
member of staff only.

= Notofferyou arenewal policy for your
car.
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m Cancelyour policy giving you 7-days’
notice.

Changestoyour
circumstances

You must tell us as soon as reasonably
possible if your circumstances change
orifany of theinformation shownin
your statement of fact, proposal form,
schedule or certificate of insurance
changes during the period of cover.
Examples of the changes we must be
made aware of are:

m Achangetothe people who need to be
insured under this policy.

= [fany personinsured under this
policy receives any motoring
conviction includingdriving licence
endorsements, fixed penalties and
pending prosecutions.

= [fany personinsured under this policy
receives a criminal conviction

= |fyouchangeyour car.
= |fthe ownerofyour carchanges.
= |fthe maindriver of your car changes.

m |fyouchangethe wayin which your car
is used. For example, you begin to use
your car for business purposes.

= [fyour caris modified in any way
including, but not limited to:

e changestothe bodyworksuchas
spoilers or body kits

e changestothe suspension or brakes

e cosmeticchangessuch asalloy
wheels

e changes affecting performance
such aschangesto the engine
management system or exhaust
system
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General conditions applicable to all parts of this policy continued

e changesto theaudio/
entertainment system.

e Ifyouchangeyouraddressorthe
address where your caris kept
overnight.

You must ensure that you provide us with
accurate and complete information when
asked questions about the changesin
your circumstances.

Any changes to your circumstances
including changes to the people who

need to be insured under this policy, ora
change toyour caror maindriver of your
car,whether a permanent ortemporary
change, shall be a variation of this
contract which means it will continue with

therelevant changes made.

Taking care of your car

You mustdo all you can to protect your
car and any trailer that you tow and keep
both in aroadworthy condition.

If you do notdo this your right to claim
under your policy may be affected.

You must:

m  ensurethecarislocked, windows,
including sunroofs are closed, and any
required security devices are activated
and all keys and keyless entry system
devices are removed when the caris
leftunattended

= whenleavingyour car take personal
belongings with you, lockthemin
your boot or glove compartment.
Do not leave themin open view in your
car

®  when leaving your car unattended
remove if physically possible your
radio and other audio equipment
or activate any security features they
may have
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®  maintainyourcarinroadworthy
condition and ensure you have a valid
MOT certificate where appropriate

®  always keep the tyres within the legal
requirements atall times.

Accesstoyour car

You must let us examine your car atany
reasonable time if we ask you.

Keepingto the terms and
conditions

We will only provide theinsurance
described in this policy if anyone claiming
protection has metallits terms

and conditions.

Fraud

If we discover you or anyone acting for
you has been dishonest

When buying, making changes or
renewing this policy, you and anyone
acting for you must answer all questions
accurately and truthfully about you, your
car, and any named drivers on your policy.
You must also check and agree with any
statements we make.

Theinformation you give us helps us
decide whether we can coveryou or not,
andifthere are any risks where we agree
toinsureyouand your car. Italso helpsus
towork out the right price for your policy.

If we discover information isn’t correct
ortrue,oryou haven’t kept us up to
date with any changes, then this could
affectyour policy cover and any claims
you make.

AXACarInsurance - Policy Wording 11
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General conditions applicable to all parts of this policy continued

What may happen with your policy cover = We may tell fraud prevention agencies
ifyou have been dishonest so they can stop similar claims being

m We may change the terms and/or price madein the future.

of your policy

= We may void your policy (cancel your
policy back to the start date or date
the dishonest act took place, and treat
your policy as if it never existed)

= We may not return any premium paid
by you forthe policy.

What may happen with any claims

you’ve made

If you or anyone acting foryou:

m  Givesusinformation which you/they
know isn’taccurate ortrue

m  |sdishonestaboutaclaim

®  Givesusdetails or makes a statement
about the claim, knowing the
informationisuntrue

m  Sendsfalse documentsto supporta
claim or policy application knowing
these have been amended, forged,
or faked

m  Causesloss ordamage on purpose
or causes loss with your agreement,
knowledge, orinvolvement.

Then:

m  Wewon’t payany claimsthat have
been made dishonestly

= We will take back any money we may
have paid you under your policy for
any dishonest claims you have made
from the start date of the policy

m  We may take legal action against you
= We may tellthe police

12 AXACarlInsurance - Policy Wording
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Claims conditions

You must comply with the following
conditions to have the full protection of
your policy.

If you do not comply with them we may
atouroption take one or more of the
following actions:

® cancelthe policy;
m changetheterms of your policy;

m refusetodeal with all or part of any
claim orreduce the amount of any
claim payments.

What you mustdoin makinga
claim

If bodily injury, loss, theft or damage
happenstoyou, your caroranyoneelse
you mustimmediately:

m callthe claimstelephone helpline 0345
6080230

= dowhateveryou canto protect the car
and its accessories

= takeallreasonable stepsto recover
missing property and to preventa
furtherincident

m provide us with full details of any other
party involved in theincident

m send usany letters and documents you
receive in connection with the incident
before youreply to them

= ifyou know of any future prosecution,
coroner’sinquest or Fatal Accident
Inquiry about any incident, you must
tellusimmediately in writing.

If we ask you must send us written details
of your claim within 31 days.

Anyone making a claim under this policy
must give us any information and help
we need.
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What you must notdo

You, and anyone covered by this policy,
must not:

® admitanything, or

= make any offer or promise about a
claim, unless you have our written
permission to do so.

What we will do
We will:

= takeallthe details and if appropriate,
give you the telephone number and
location of our nearest recommended
repairer and inform you of any further
action you may need to take

®  havetherightto take overand deal
with the defence or settlement of any
claimin the name of the person making
aclaim under this policy. We may
also pursue any claim to recover any
amount due from a third party in the
name of anyone claiming cover under
this policy

= only pay ourshare of the claimifyou
make a claim for any liability, loss or
damage thatis also covered by any
otherinsurance policy

m havetherighttorecoverany payment
we make from you or from the person
responsibleif, under the law of any
country in which you are covered by
this policy, we have to pay a claim
which we would not normally have
to pay.

25/04/2024 16:00
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Claims conditions continued

If your caris a Total loss

Inthe eventof atotal loss, if your caris
the subject of a hire purchase or leasing
agreement we will make the payment for
the total loss of your car directly to the
owner described in the agreement.

If our estimate of the market value is
more than the amount you owe the
finance or leasing company, we will pay
you any remaining balance of the agreed
settlement. If our estimate of the market
valueis less than the amount you owe the
finance company, you may have to pay
them the rest of the agreed balance.

Any payment we make for total loss will be
after we have taken off any policy excess.

14
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General exclusions applicable to all parts of
this policy

1 This policy does notapply when nuclear waste from the combustion

your car:

a isbeingused forpurposesthatare
not specified in your certificate of
insurance

b isbeingdriven by orinthe charge
of any person who is not covered by
your certificate ofinsurance

¢ isbeingdriven by you or with your
permission by any person who
you know has not gotadriving
licence orwho you know to be
disqualified from driving or getting
alicence oris prevented by law from
holding one

d isbeingdrivenorinthe charge of
aperson,including you, who fails to
meet the conditions of the licence
they hold

e istowinga caravan,trailer,orother
vehicle for payment

f isbeingusedonatrackorroadway
designed or designated for track use
orvehicle performance activities

g is‘airside’ onanyairportor airfield
premises (‘airside’ includes
runways, hangars, aprons, or
anywhere aircraft have access to).

This policy does not cover any liability
whichyou have asaresultofan
agreement or contract, unlessyou
would have had that liability anyway.

This policy does not provide cover for
any loss of or damage to property, legal
liability, injury or other loss directly or
indirectly caused by, contributed to by,
or arising from the following:

a ionisingradiations or
contamination by radioactivity
from any nuclear fuel or from any

AXA_APLDO0144P-M-1313441.indd 15

of nuclear fuel

b theradioactive, toxic, explosive
orotherhazardous properties of
any explosive nuclear assembly or
nuclear component thereof.

This policy does not provide cover

for any loss or damage which results
from war, invasion, act of foreign
enemy, hostilities (whether or not
waris declared), civil war, rebellion,
revolution, military force or coup.
However, this policy covers you so far
asisnecessary to meet with any law on
Compulsory Insurance.

This policy does not provide cover
exceptunder Part B - Liability to others
forany accident, injury, loss or damage
caused by:

a earthquake

b riotorcivilcommotionifit occurs
outside England, Scotland, Wales,
thelsle of Man orthe Channel
Islands.

This policy does not cover any liability,
damage, cost or expenses, which are
more than our legal liability under the
relevant road traffic legislation for
any claim, ifyou or any other person
entitled to drive your caris:

a foundtobe overthe limitfor
alcohol to the extent which would
constitute an offence under the laws
of the country in which the accident
occurred

b isdriving whilst unfit through drink

ordrugs, whether prescribed or
otherwise

25/04/2024 16:00
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General exclusions applicable to all parts of this policy continued

¢ failsto provide asample of breath,
blood orurine when required to do
so, without lawful reason.

7 Thispolicy does not provide any cover
or pay any claim or benefit if this
puts us or any AXA company at risk of
sanctions, prohibitions or restrictions
underinternational sanctions.
Thisincludes the United Nations,
European Union, United Kingdom and

United States of America sanctions
laws.

16 AXACarInsurance - Policy Wording
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Part A: Loss and damage

v Whatis covered

1 Lossofordamageto yourcarorspare
parts

If your car, accessories or spare parts are
lost, stolen or damaged, we will:

®  repairthedamage;

m  replacewhatislostordamaged andis
too expensive to repair; or

®  payyouthe costoftheloss ordamage.

We can choose which of these actions we
will take for any claim we agree to and the
repairer can use parts that have not been
produced by the vehicle manufacturer.

Ifyour carisdamaged, we will use one of
ourrecommended repairersto repairit.
Ifyou choose not to use them, we may not
pay more than ourrecommended repairer
would have charged and we may choose
tosettlethe claim by afinancial payment.
Following damage to your car, we may
move your car to a place of safe and free
storage pending settlement of any claim.

We may choose to repairyour car with
recycled parts, where appropriate. All
repairs carried out by our recommended
repairers are guaranteed throughout the
timethatyou ownyourcar.

Ifyour carisanelectric car, we will also
coverthechargingcable. You will have to
pay the policy excess ifyou make a claim.

If you cannotuse your car because of loss or
damage thatisinsured underthis policy, we
willalso pay the reasonable cost of protecting
your car andtakingitto our nearest
recommended repairer. After the repair,
we will pay the reasonable cost of delivering
your cartoyour addressinthe UK.
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Where your car is not recovered following
atheftoris beyond economicalrepairwe
will pay you the market value of your car,
including accessories and spare parts at the
timethey are lost, stolen or damaged.

If we settle a claim as atotal loss, we will
then take ownership of your car.

Accessories and spare parts of your car,
which areinyour private garage at the
time of their loss or damage, will also
be covered.

New car replacement

If during the period of one year after the
first registration as new your car is:

®m stolenand notrecovered;or

= damaged so that repairs will cost more
than 60% of the manufacturer’s price
list (including taxes and the cost of
accessories) at the time of the loss
ordamage;

and provided your caris owned by you then
we will replace your car with a new one of the
same make, model and specification.

Provided that:
® oneisavailable

® youandanyoneelse we knowwhohasa
financialinterestin your car agree.

Ifyour caris recovered before anew
replacement is ordered and the cost

of repairs are less than 60% of the
manufacturers list price, we will do one of
thefollowing:

repairthedamage

m replacewhatislostordamaged beyond
economical repairor

® payyou cashfortheamountofthe loss
ordamage.

17
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Part A: Loss and damage continued

Courtesy car

Followinga claim under Part A- Loss and
damage, you will be provided with the

use of a courtesy car whilstyour caris
undergoing repair, subject to the repairer’s
terms and conditions.

Acourtesy caris notavailablein respect of:

m claimswhereyour carisidentified as
being beyond economical repair

m claimswhereyourcarhas beenstolen
and has not been recovered

® claimswherearecommended
repairer has not been used

m  |osseswhich occuroutside of the UK.

2 Glassdamage

We will pay for the repair or replacement of
glassin windows orwindscreens (including
panoramic windscreens) inyour carand
scratching of the bodywork caused by the
glass breaking.

If thisis the only damage you claim for, your
no claim discount will not be affected.

Our windscreen supplier can use parts that
have not been produced by the vehicle
manufacturer.

Ifyou choose notto use one of our
approved repairers we will limit the
amount we pay under this section to £175.

Acourtesy carwill not be supplied where
the glass orwindscreen of your caris being
repaired or replaced.

3 Audio -visualequipmentand in-car
entertainment systems

We will pay for loss or damage to your car’s
permanently fitted in-car navigational
equipment, car phones, radios, CD
players, cassette players, games consoles

AXA_APLDO0144P-M-1313441.indd 18

orany otheraudio orvisual equipment.
Removable equipmentis covered if it can
only be used whilstitis attached to your
carand is designed to be totally or partially
removed.

m [fthe equipmentwas fitted by the
manufacturer of your carand was part
of the standard specification of your
carwhenitwasfirst registered then we
will provide unlimited cover for the loss
ordamage of the equipment.

= |fthe equipment was not fitted by
the manufacturer of your car or the
equipmentwas not part of the standard
specification of your carwhen it was
first registered then the maximum we
will pay for the loss or damage of the
equipmentis £500.

4 Replacementlocks

If the keys, lock transmitter or entry card
forthe keyless entry system of your car
are lost or stolen, we will pay up to £1,000
towards the cost of replacing:

= Thedoorand boot locks
Theignition and steering locks
The lock transmitter; and

The entry card

Any other device designed and made
by the manufacturer to access and start
your car

Providing you report the loss to the police
within 24 hours of discovering the loss.

5 Medical expenses

If you, your driver or any of your passengers
areinjuredinanaccidentinvolvingyour
car, we will pay medical expenses, which
caninclude physiotherapy if you ask us to
and we agree to provide the treatment, of
up to £250 for each injured person.
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Part A: Loss and damage continued

6 Hotel expensesand alternative
transport

Inthe eventthatyourcarisnotroad
worthy following an accidentand you

havereported aclaimunderPartA-Loss

and damage (subsection 1), we will pay
up toamaximum of £250in the event

thatyou can not complete your planned

journey to cover:

m overnightaccommodation, including

the cost of meals and drinks, for the
driver and passengers of your car; or

m publictransport forthe driver and the

passengers of your car to return to
your home or your original planned
destination.

7 Child carseats

If your caris fitted with any child car
seats, we will pay up to £300 per seat
fortheir replacement with the same

or similar model following an accident
covered by this policy. We will pay for
the replacement whether or not visible
damage has been caused to the child
carseat.

You should purchase the replacement
seatand we will reimburse you on
presentation of the receipt.

8 Misfuelling

If you or any named driver accidentally fill
your car with the wrong fuel please do not

startthe engine. Please callus
onour claimsline as soon as possible.

If your caris subject to misfuelling during

the period of insurance we will pay up to
amaximum of £250 per
claim for:

® Drainage and flushing of the fuel tank
onsite using a specialist roadside
vehicle. Or

m Recoveryofyour car, thedriverand up
to 6 passengers to the nearest repairer
todrain and flush the fuel tank.

m Replenishingthe fuel tank with 10 litres
of the correct fuel.

® Damagetoyour carengine caused
solely and directly by misfuelling.

For damage to the engine, the excess
shown inyour schedule under accidental
damage will apply.

A£75 excess appliesin respect of claims
for draining and flushing the fuel tank.

Claims for misfuelling should be
supported by original receipts and
awritten report from the specialist who
drained or recovered your car.

Driver excesses

Ifyour car orany of its accessories or
spare parts are damaged while your car
is being driven by a driver as shownin
the table below, you will have to pay this
additionalamount, on top of any other
excess showninyourschedule, towards
any claim.

Aninexperienced driver is someone who
holds a provisional driving licence, or has

Age of driver | Level of experience | Excess
25yearsand over Inexperienced £100
21yearsto 24 yearsinclusive Experienced £150
21yearsto 24 yearsinclusive Inexperienced £200
17 yearsto 20 yearsinclusive Alldrivers £500
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Part A: Loss and damage continued

held a full driving licence for less than 12
months.

If we pay the inexperienced driver excess,
you will have to repay thatamount to us
assoon as possible.

You will not have to pay the driver excess
shown in your policy schedule if the loss
ordamage is caused by fire, lightning,
explosion, theft or attempted theft.

Ifyou use anonrecommended repairer
to fixyour car, you will need to pay

the additional excess shown on your
schedule orin endorsement NA1 on top of
any other excesses thatapply.

Whatis not covered

Loss of or damage to your car or spare
parts exclusion

You are not covered for the following:

m L oss of use, loss of value, wear and
tear, mechanical or electrical failure,
breakdowns or breakages.t

m Loss of value afterarepair.

m The cost of any repair or replacement
which improves your car beyond the
condition it was in before the loss or
damage occurred.

m L oss of ordamage to your car arising
from or as aresult of water freezingin
the cooling circulation system of your
car.

m Damage to tyres from braking,
punctures, cuts or bursts unless as
aresultofanaccident.

m Loss or theft of your car by deception.
Thisincludes, butis not limited to:

e Lossortheftasaresult of handing
the keys of your car over to
someone who claims to be a buyer
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oragent without taking precautions
toensureyour carisreturned to
you. An example of an acceptable
precaution is to attend the test drive
with the prospective buyer.

e Lossortheftasaresult of someone

purchasing your car using a payment
method which does not resultin you
receiving the payment foryour car.

Loss from taking your car and returning
ittoits legal owner.

Loss or damage to your car by theft
orattempted theft if you oranyone
else has leftit unlocked or with keys or
keyless entry systemin your car,
oronit.

Confiscation or requisition or
destruction by, orunderthe order
of, any governmentor publicor land
authority.

Any loss of ordamage to any charging
installation or charge pointinstalled at
your home to charge an electric car.

Any loss or damage caused by:

e Lossofdataincludingrestoration
and duplication costs and loss of
value of data

e Reductionin performance of
your car.

e |ossofuseorbreakdown of
computer systemsonyour car

e Corruption orunauthorised access
to data following a cyberincidentor
cyberact

e Datameansinformation,
facts, concepts, code orany
otherinformation recorded or
transmitted in aform to be used,
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Part A: Loss and damage continued

accessed, processed, transmitted or
stored by a computer system

e Computersystem means
computer hardware, software,
communications system, electronic
devices forming part of your
car. Thisincludes smart phones,
laptops, tablets, wearable devices
and any data storage device
networking equipment or backup
facility

e Acyberincidentisan error, failure
or unavailability which affects any
computer system; thisincludes
partial and series of errors, failures
and unavailability

e Acyberactisamalicious orcriminal
actoraseriesofactsinvolving
unauthorised access to, processing
of, use of or operation of any
computer system. This also involves
the threat or hoax of any malicious
orcriminalactand applies
regardless of time and/or place.

® Unlesswe provide cover under this
insurance, any other loss, damage or
additional expense following on from the
eventforwhich you are claiming.*

= Any excess thatappliesto this
insurance.**

Glass damage exclusion

®m Theexcessshowninyour policy
schedule orin Endorsement 29 -
Windscreen breakage ifitis applicable.

® Theexcessshowninyour policy
schedule orin endorsement 29R for
anywindscreen or glass repairs.

® Torepairorreplace any other glass
forming part of your carincluding
sunroofs and panoramic sunroofs,
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where the roof glass is a separate unit
to the windscreen glass. Please note,
you may be entitled to make a claim
for other glass under PartA- Loss

and damage (Subsection 1), this will
however be subject to a different
excess and may impact your no claims
discount.

Audio - visual equipment and in-car
entertainment systems exclusion

Any removable or portable equipment that
isable to be used whilst not attached to your
car. Thisequipment may be covered under
Part E - Personal belongings.

The excess shown in your schedule
applies.
Replacement locks exclusion

m  thetheft excessshownin
your schedule

® anyamountin excess of £1,000.

Misfuelling exclusion

® any claimresulting from foreign matter
entering the fuel system except for
diesel or petroleum.

= claimsfor misfuelling outside
the UK

= fuel,otherthanthe 10 litres of correct
fuelto replenish the fuel tank after
draining and flushing outincorrect
fuel.

= fordamagetotheengine,the excess
shown inyour schedule under
accidentaldamage will apply.

m af75excessappliesinrespect of
claimsfordraining and flushing
the fuel tank.

Usefulinformation:

AXA Car Insurance - Policy Wording 21
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Part A: Loss and damage continued

1 This policy does not cover mechanical breakdown, or computer
failure. But, ifforexample your engine management system fails and
causes the engine to shut down, any accident that happens as a result
would be covered (although the cost to repair the fault of the engine
management system would not be covered). The same applies ifyour
vehicle catches fire - the faulty item would not be covered, butyou
would be covered for the other fire damage.

*Examples of such loss, damage or additional expense are the
costsincurred in preparing a claim or loss of earnings following
your bodily injury or illness.

**Excesses

The excess is the amount you have to pay for every claim for loss
ofor damage to your vehicle (for example, if your repairs cost
£1,000 and you have a £100 excess, you pay £100 and the insurer
pays £900). Excesses apply whoever was to blame.

AYou can save money by having the glass repaired instead of
replaced. Ask the glass supplier to check the damage to see
whether it can be repaired. Have your certificate of insurance
ready when you have the glass repaired or replaced. The glass
repairer needs this for your claim.

22 AXACarInsurance - Policy Wording
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®

Part B: Liability to others

v Whatis covered

® Any person travellingin or gettinginto

1 Coverprovided foryou

This policy covers you for the amounts
shown below:

a Deathoforinjurytoany person
unlimited.

b Damagetoany other person’s property
up to £20,000,000, plus all legal costs
and expenses provided the total does
not exceed £25,000,000

which you become legally responsible

for paying due to the death of orinjury to
any person and damage to any person’s
property in respect of any claim or series
of claims arising out of one eventinvolving
your car, or caused by atrailer, caravan or
othervehiclethatisattached toyourcar.

This policy also covers you while charging
your caronaroad orother public place
ifitisan electric vehicle, provided you
have taken reasonable care to preventany
accidentsorinjuries

The same cover willapply if you are driving
any other car whichyour certificate of
insurance allows you to drive. This cover
ceasesifyou dispose of your car shownin
the certificate of insurance oritbecomes
atotalloss.”

2 Cover provided for other people

If you ask us to, we will give the following
people the same level of cover as provided
in1labove

= Anyoneyou allow todrive your car
andwhoisallowed todriveitinthe
certificate of insurance.

= Any person using (but not driving) your
carwith your permission for social,
domestic and pleasure purposes.
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oroutofyourcar.

= Youremployeror business partner,
aslongasyour caris not owned by
or hired to either your employer or
business partnerand your caris being
used fora purpose thatis allowed in
your certificate of insurance.

3 Yourlegally-appointed representatives

Afterthe death of anyoneinsured underthis
policy, we will protect that person’s estate
againstany liability the deceased person had
ifthatliabilityis insured under this policy.

4 Legalfeesand expenses

If we give our written permission, we will
pay for solicitors fees to:

® representanyoneinsured under this
policy atany Coroner’s Inquest or Fatal
Accident Inquiry; or

m defend anyoneinsured under
this policy in a court of summary
jurisdiction;
forany incident which might giverisetoa
claim under Part B - Liability to others of
this policy.

5 Proceedings for manslaughter or
causing death by dangerous driving

We will pay fees for legal services to
defend anyoneinsured under this policy
if legal proceedings are taken against
that person for manslaughter or causing
death by reckless driving. The following
conditions will apply to this cover:

® Youmustaskusto provideit.

m Thedeath ordeaths givingrise to the
proceedings must have been caused by
anincident covered by this policy.

25/04/2024 16:00
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Part B: Liability to others continued

6 Emergency medical treatment Useful information:

. f *Ifan accident causes damage to another car, an animal or
We will pay fora ny emergency m edical property, orifanyone is injured, the law says you must stop. You

treatment that must be prOVided under must give your name, address and car registration number to
the Road Traffic Act. If thisis the only anyone reasonably asking.

payment we make, it will not affect your

no claim discount.

X Whatis not covered
You are not covered for the following:

1 Anyonedrivingyourcarwhois
disqualified from driving or has never
held adriving licence, oris prevented
by law from holding one.

2 Liability for loss of ordamage to
property which belongs to, oris with,
any person whoisinsured under this
policy and whoisdriving your car.

3 Anylossofordamageto property, legal
liability, injury or other loss directly
orindirectly caused by, contributed
tobyorarising fromterrorism orany
actiontakenin controlling preventing
suppressingorin any way relating to
terrorism. However this policy covers you
sofarasisnecessarytomeetanylawon
compulsoryinsurance.

Forthe purposes of this exclusion
terrorism means any act or acts that
the government of the United Kingdom
considersto be an act of terrorism
orany act which could be defined

as terrorism under the Terrorism

Act 2000 and/or subsequent acts
pertainingto terrorism. Thisinvolves
butis not limited to the use of or threat
of action, force orviolence by any
person or group of people acting alone
oron behalf of any organisation or
government. This could be for political,
religious, ideological or similar reasons.
Thisincludestryingtoinfluence any
government or intimidate the public.

24
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Part C: Territorial limits and foreign use

v Whatis covered

This policy provides the cover described in
the schedule within the UK.

Your policy also provides the minimum
coveryou need by law to use your carin:

1 anycountry whichisamember ofthe
European Community; or

2 anyothercountry which has agreed
to follow Article 8 of the EU Directive
2009/103/EC relating to insurance
againstcivil liability in respect of the
use of motor vehicles and is approved
by the commission of the European
Communities. We will also provide
this cover while your caris being
transported between any of those
countries and the UK.

Where the level of coverin any European
Community Member Stateiis less than
that provided by the legal minimum
requirements of UK, the level of cover that
appliesin UKwillapply in that Member
State.

Your policy automatically extends the
covershowninthe schedule to the
countriesdescribedin 1and 2 above forup
to93daysinanyone period of cover.

If you want to extend your cover for more
than 93 days you must contact us before
you travel.

Itisno longer necessary to havean
International Motor Insurance Certificate
(Green card) when travelling to countries
covered by 1 or2 above. In the absence of
a Green card you must carry your current
certificate ofinsurance

when travelling.
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If you plan to travel to any other country,
please notify us at least three weeks
before you leave as you may require a
Green card, which may be supplied if

we agree to extend cover. An additional
premium may be charged for this
additional cover.

When contacting us please supply the
following information:

m your policy number
m the period for which coveris required

m theregistration number, make and
model of your car

m  details of any trailer or caravan
being towed

®m  countriesto bevisited.

X Whatis not covered

You are not covered forany legal action
taken against you outside the UK, unless
itisaresult of usingyourcarinacountry
for which we have agreed to extend this
insurance cover.

25/04/2024 16:00
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Part D: Injury benefits

v Whatis covered X Whatis not covered
If: You are not covered for the following:
® youoryourspouseareinjuredsolelyasa = any personwho, at the time of the
result of an accidentinvolving your car; injury, hés not reached their sixteenth
orwhiletravellingin or getting into or out birthday;
ofyourcar;or ® inrespectofdeathorinjuryasaresult

of suicide, attempted suicide orany

® anyotherpersonisinjured while intentional self-injury

travellingin or gettinginto or out of
your car;

we will pay you oryour legal
representatives orif you ask us to, the
personinjured or their legal representative
the compensation specified below:

Provided that death or loss occurs within
three calendar months and solely and
directly as aresult of the accident.

You and Other
members | passengers
of your

household

normally

living with
you

Death £15,000 £15,000

Totaland £10,000 Nil
irrecoverable
loss of sightin
oneor

both eye

Total and £10,000 Nil
irrecoverable
loss of one

ormore limbs

26
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®

Part E: Personal belongings

v Whatis covered

We will pay up to a maximum of £300 for
personal belongings carried in oronyour
car if lost or damaged by:

® accidenttoyourcar;
m fire, lightning, explosion;
= theftorattempted theft.

X Whatis not covered
You are not covered for the following:

= money, stamps, tickets, documents or
securities;

®  tools,equipment, goods or samples
carried in connection with any trade or
business;

® property insured by another policy;

m theftof personal belongingsif carried
inan open-top or convertible car, unless
contained inthe locked boot.

27
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Part F: Additional covers and benefits

1 Noclaims discount

Aslongasaclaim has not been made on
your policy during the current period of
cover,we willinclude adiscountinyour
renewal premium. We will give you a
discount for each claim-free year up to the
maximum entitlement.

Please note thisis no guarantee your
premium will notrise.

The table below shows what would
happen to your NCD if you were to make
one or more claims.

No Claims Discount at Next Renewal Date
without NCD Protection

Number | 1claim 2claims 3claims 4ormore
of years duringthe | duringthe | duringthe | claims
NoClaims | periodof | periodof | periodof | duringthe

Discount | cover cover cover period of
cover

lyear Nil Nil Nil Nil
2years Nil Nil Nil Nil
3years 1 Nil Nil Nil
4years 2 Nil Nil Nil
5ormore 1 Nil Nil

years

Your no claims discount will not be affected by
payments for emergency treatment which the
Road Traffic Act says we must pay or payments
made under PartA (2) - Windscreen Damage for
windscreen replacement/repair.
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2 Protected no claims discount

Once you have fouryears no claims
discountand a claim has not been made
onyour policy for at least three years,
ifyou are aged at least 25 yearsand all
drivers are aged at least 21 years, then
you can protect the discount if you pay an
extra premium at each renewal.

Ifyou have chosen protected no claim
discountyour no claim discountwon’t
change at nextrenewal, unlessyou have
morethan 2 claimsinaconsecutive 3year
period. If you’ve made 2 claims withina
3year period, your protection will end.

Ifyou then have further claims your no
claim discount will be reduced for each
claimin line with the scale showninthis
section. If we become aware of a claim or
accidentafter we issue you with arenewal
invitation, we will revise the renewal quote.

If you have protected no claim discount
and you already have 2 claims withina3
year period, we won’t give you the option to
protectyour no claimdiscount at renewal.
Thisis becauseifyou have athird claim
within a3year period, your protection can’t
be used, and your no claimdiscount will be
reduced.

Please note that protected no claim
discountis one of many parts that make up
your insurance price,and doesn’t guarantee
thatyour pricewon’tincrease atrenewal
afteraclaim.

Theabove only applieswhenwe aren’t
ableto reclaimour costs back from another
party. Windscreen claims won’timpact your
no claim discount.
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Part F: Additional covers and benefits continued

3 Uninsured driver promise

If you have comprehensive cover and you
make a claim where the driver of the other
carinvolved in the accidentisfoundto be
uninsured, you will not have to pay your
excess or lose any part of your no claims
discount (NCD) as long as:

® Youareableto provide the make,
modeland registration number of the

other carinvolved, and

We can establish that you were not at
faultin any way.

Itwillalso help if you are able to provide
the details of the other driverinvolved
and details of any independent witnesses
if possible.

When you first claim you may have to

pay your excess and your NCD may

be affected. However, once we have
established that you were not at faultin
any way and the driver of the other car was
uninsured, your excess will be refunded to
you and your NCD restored.

4 Carsharing

Your policy also covers your car when you
are being paid for carrying passengers for
social orsimilar purposes as long as:

® yourcarcannotcarry morethan
8 peopleincluding thedriver;

you are not carrying the passengers
as partofabusiness of carrying
passengers;and

the total payment you receive for
the journey does not provide a profit
foryou.

5 Carservice cover
Carservicing and car parking

Subject to the terms and conditions of
this policy other than limitations to use
and driving we will provide an indemnity
to youwhilstyour carisin the custody or
control of:

®m  Amotorgarage orothersimilar business,
which you do notown, which hasyour
car forthe purpose of:

maintenance;

repair;

testing; or

servicing.

Ahotel, restaurant or similar business,
which you do notown, where your car
has been parked foryou.

6 Driving other cars extension

Pleaserefertoyour certificate of
insurance toseeifyou are covered to drive
other cars which are not owned by you or
under a hire purchase agreement, rental/
shortterm hire agreementorannual leasing
agreementtoyou. If your coveris extended
todrive other private motor cars, subject
tothecriteria listed on your certificate

of insurance, the cover whendriving that
vehicle will be limited to Third Party Cover.
This means thatthe carthatyou aredriving
will not be covered itself.

Please note thatifyour certificate of
insurance lists this cover then coveris
restricted to you, the policyholder only, and
notany other drivers named on this policy.
This extension does not provide coverto
drive vans, other commercial vehicles or
motorbikes of any description.

You are not covered under this section
whilst driving outside of the UK.

29
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Endorsements

Your insurance under this policy may be
extended or restricted by endorsements.
Endorsements only apply if their numbers
appearintheschedule.

Allthe terms, conditions and exceptions
of the policy continue to apply along with
the endorsements.

Endorsement 9 - Exclusion of
personalbelongings

You are not covered under Part E -
Personal belongings of this policy.

Endorsement 11 - Exclusion of
injury benefits

You are not covered under Part D - Injury
benefits of this policy.

Endorsement 12 - Own loss or
damage (voluntary)

You will pay the amount shown next to
thisendorsement numberin the schedule
towards each claim for loss or damage to
your car. This endorsement will not apply
ifdamageto thecar:

® jscaused by fire, lightning, explosion,
theft or attempted theft; or

® jslimited to broken glassinthe
windscreen or windows or bodywork
damaged by the broken glass.

Thisendorsement applies on top of any
otheramount which you may have to pay
towards each claim. If we pay the whole
amount of the claim at first, you must
immediately pay us the amount you have
to pay under this endorsement.
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Endorsement 13 - Own loss or
damage (compulsory)

You will pay the amount shown next to
thisendorsement numberin the schedule
towards each claim for loss or damage to
your car.

Thisendorsement will not apply if damage
tothecar:

m jscaused by fire, lightning, explosion,
theft or attempted theft; or

® islimited to broken glassinthe
windscreen or windows or bodywork
damaged by the broken glass.

This endorsement applies on top of any
other amount which you may have to pay
towards each claim. If we pay the whole
amount of the claim at first, you must
immediately pay us the amount you have
to pay under thisendorsement.

Endorsement 15 - Company
deletions

You are not covered under Parts D - Injury
benefits and E - Personal belongings of
this policy.

Endorsement 16 - Fire and
theft excess (compulsory)

You will pay the amount shown next to
thisendorsement numberinthe schedule
towards each claim for loss or damage to
your car caused by fire, lightning, explosion,
theft or attempted theft.

If we pay the whole amount of the claim
atfirst, you mustimmediately pay us
the amount you have to pay under

this endorsement.
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Endorsements continued

Endorsement 29 - Windscreen
breakage

You will pay the amount shown next to
thisendorsement numberin the schedule
towards each claim made under Part
A-Lossand damage (2) - Windscreen
damage.

Endorsement 29R -
Windscreen repair

You will pay the amount shown next to
this endorsement numberin the schedule
towards each claim for windscreen repair
made under Part A - Loss and damage (2) -
Windscreen damage.

Endorsement 30 - Protected
no claimdiscount

If you pay an extra premium, your no
claim discount is protected.

This protection will apply unless more
than two claims are made on your policy
inthree consecutive periods of cover,
then protection will end and your no claim
discount will be reduced to nil at your next
renewal.

If we agree to transfer someone’sinterest
under this policy, this endorsement will be
cancelled unless the person the policy is
transferred to can meet our conditions for
having a protected no claim discount.

Endorsement 39 -
Car security

You are not covered under Part A- Loss
ordamage of this policy for any loss or
damage caused by theft and attempted
theft unless:
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® your car s fitted with a security device
conformingto Thatcham Category 1 or
2 standards;and

m thesecurity deviceis operational at the
time of any loss or damage to
your car.

Endorsement NA1 - Non
recommended repairer

You will pay the amount shown next to
this endorsement numberinthe schedule
towards each claim made under PartA-
Loss and damage if you use a repairer that
isnotan AXARecommended repairer.
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How we use your data

Data Protection Notice

AXAInsurance UK plcis part of the AXA
Group of companies which takes your
privacy very seriously. For details of how
we use the personalinformation we
collect from you and your rights please
view our privacy policy at www.axa.co.uk/
privacy-policy. If you do not have access to
theinternet please contact us and we will
send you a printed copy.
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Motor Insurance Database

When you take out a carinsurance policy,
your policy details will be added to the
Motor Insurance Database ("MID"), run

by the Motor Insurers’ Information Centre
("MIIC"). MID data may be used by the
Driver and Vehicle Licensing Agency and
the Driver and Vehicle Licensing Northern
Ireland for the purpose of electronic
vehicle licensing and by the police for

the purposes of establishing whether
adriver'suse of avehicleis likely to be
covered by amotor insurance policy and
for preventing and detecting crime. If you
areinvolvedin an accident, whetherin the
UK orabroad, other UK insurers, the Motor
Insurers’Bureau and MIIC may search the
MID to obtain relevant policy information.

Persons pursuinga claimin respectofa
road traffic accident (including citizens
of other EU countries) may be entitled to
access relevantinformation held about
you on the MID. You can find out more
about this from us, or from the Motor
Insurance Bureau.
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Important notes

Motor Insurance law

DVLA will compare its records with details
of vehicles on the MID (Motor Insurance
Database) - the UK’s central record of
vehicleinsurance.

If avehicle does not haveinsurance and

a Statutory Off Road Notification (SORN)
has not been made, the registered keeper
could face;

m  afixed penalty fine of £100

m theirvehicle being clamped, seized and
disposed of, and

® 3 courtprosecution with a maximum
fine of £1,000.

These measures are in addition to the
powers the police already have to seize an
uninsured vehicle and fine the driver.

Ifyouwantto checkyourvehicleis
recorded as ‘insured’ on the MID record,
visit the free service at www.askMID.com

Do not contact DVLA as only your
insurance provider can update your
insurance details on the MID. If your
vehicle registration numberis not on the
MID, contact yourinsurance provider
immediately to get the MID updated.
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What this means foryou

Ifyou are keeping your vehicle for use
ontheroadanditisnotinsured,insureit
now. If\ are keeping your vehicle off the
road anditis notinsured you must make
a Statutory Off Road Notification (SORN).
Ifitis taxed you need to return the disc
(including nil discs) onaV14form

to DVLA.

For more informationand to geta V14
form, visit www.direct.gov.uk/stayinsured
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Making a complaint

AXA Insurance UK plcaims to provide
the highest standard of service to every
customer.

If our service does not meet your
expectations, we want to hear aboutit so
we can try to put things right.

Allcomplaints we receive are taken
seriously. The following will help us
understand your concerns and giveyou a
fairresponse.

Making your complaint

Ifyour complaintrelatesto a claim
onyour policy, please contact the
department dealing with your claim or
phone 0203 640 4597.

Ifyour complaintrelates to your policy,
please contact the agent or AXA office
where it was bought, or AXA Insurance UK
plc.

Contact details

Head of Customer Relations
AXAlInsurance

POBox 2796

Bolton

BL69LZ

Tel:03300245518

Email: customercare@axa-insurance.co.uk
When you make contact please provide
thefollowinginformation:

= Yourname, address and postcode,
telephone number and e-mail address
(ifyou have one).

m Your policy and/or claim number, and
the type of policy you hold.

m Thename of yourinsurance agent/firm
(ifapplicable).

AXA_APLDO0144P-M-1313441.indd 34

m Thereason foryour complaint.

Any written correspondence should
be headed ‘COMPLAINT’ and you may
include copies of supporting material.

Beyond AXA

Should you remain dissatisfied following
our final written response, you may be
eligible to refer your case to the Financial
Ombudsman Service (FOS).

The FOSisanindependentbody that
arbitrates on complaints about general
insurance 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 legal action.

If we cannot resolve your complaintyou
may referit to the Financial Ombudsman
Service at the address given below.

The Financial Ombudsman Service
Exchange Tower

Harbour Exchange Square

London

E149SR

Tel: 03001239123
Fax:0207964 1001

E mail:
complaint.info@financial-ombudsman.org.uk

Web:
www.financial-ombudsman.org.uk
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Making a complaint continued

Our promise toyou

We will

m Acknowledge all complaints promptly.
® |nvestigate quickly and thoroughly.

m Keepyouinformed of progress.

® Do everything possible to resolve
your complaint.

m Usetheinformation from complaints to
continuously improve our service.

We may record or monitor telephone calls.

Financial Services
Compensation Scheme (FSCS)

AXA Insuranceis covered by the FSCS.
You may be entitled to compensation
from the schemein the unlikely event we
cannot meet our obligations to you. This
depends on the type of insurance and
the circumstances of the claim. Further
information about the compensation
scheme arrangements s available from
the FSCS (www.fscs.org.uk).
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This document is available in other
formats.

If you would like a Braille, large print
or audio version, please contact your
insurance adviser.

WWW.axa.co.uk

AXA Insurance UK plc Registered in England and Wales No 78950.
Registered Office: 20 Gracechurch Street, London EC3V 0BG.

A member of the AXA Group of Companies. AXA Insurance UK plc

is authorised by the Prudential Regulation Authority and regulated by
the Financial Conduct Authority and the Prudential Regulation Authority. A\ /4
Telephone calls may be monitored and recorded.
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