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We would like to  
welcome you to  
Fish Insurance and 
thank you for  
buying your policy 
from us.

The Fish Team

We have designed our policies and 
customer services to support our 
desire to be open, friendly and easy to 
deal with. So, whether you have any 
questions, problems or even complaints 
we want to hear about them.
 
Insurance policy documents can be a 
bit confusing, so we’ve tried our best to 
remove jargon and unfamiliar language 
to make it easy to understand. 
 
This policy has been designed to 
provide cover for disabled drivers, 
adapted cars, and wheelchair accessible 
vehicles. 
 
Our objective is to make the process as 
smooth as possible for every claim we 
receive. Taking the time to read through 
this policy will assist you to understand 
what you are covered for and what you 
are not. If there is anything you don’t 
understand, please get in touch.
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This Policy Wording is broken 
down into four main areas of 
cover, which are colour coded 
for ease of reference. 

    Your Motor Insurance, the  
    main  section of the Policy  
    Wording,  in grey.

    Legal Expenses Insurance,  
    highlighted in light blue.

    UK Breakdown Recovery,  
    highlighted in purple.
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Windscreen

To arrange for the glass to be 
repaired or replaced,

	 call us on
	 0800 999 5000

If you phone this number and 
use one of our chosen glass 
companies, cover is unlimited. If 
you do not, the most we will pay 
is £150 after taking off any excess. 
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Car  
Insurance

UK Motor 
Breakdown

If you have broken down in the 
UK and need help,  

	 call us on
	 0333 331 3868

If you are deaf, hard of hearing  
or speech impaired, please 
send a text message containing 
your full name, policy number, 
vehicle registration and policy 
postcode to 07378 905740.

Your UK Breakdown Recovery 
from Fish Insurance is provided 
by NCI Consultants Limited with 
claims managed by Vehicle 
Rescue Network Limited (VRNL). 

NCI Consultants Limited  
have provided specialist 
breakdown recovery services 
from their in-house claims 
contact centre for in excess  
of 20 years. 

The service operates 24/7, 365 
days a year through a network of 
recovery operators throughout  
the UK and Europe.

If you wish to purchase European 
breakdown cover please contact 
us on 0333 331 3770.

If you’ve been involved in an 
accident, or your car has been 
damaged or stolen,  

	 call us on
	 0333 331 3960



Your policy in a nutshell

We offer insurance specifically designed to cover disabled drivers, adapted cars, 
and wheelchair adapted vehicles.

Like all insurance policies, there are limits to what we will and won’t cover  
– and you can find all the details throughout this document.

Just to be clear, the incident must happen during the time your vehicle is  
covered by us.

The most common things people try to claim for, which aren’t covered are:

	 Their car was stolen while the keys were left in their car or it was  
	 left unlocked.

	 Their car breaks down due to an electrical or mechanical fault.

They’ve been 
involved in a  
car accident

Their 
windscreen has 
been damaged

Their car  
has been  

stolen
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The most common reasons people claim on their  
car insurance policy are:

Underwritten 
by Ageas



Making sense of your policy

We’ve tried to make this document easy to understand and navigate   
but there may still be a handful of words and phrases that you may not be  
familiar with. Some words also have a technical meaning – so while they  
may sound straightforward, they have a specific meaning when we mention  
them in your policy.

Wherever possible, we’ve defined key words and phrases at the point where 
we mention them – but there are a few that come up regularly, so it’s worth 
familiarising yourself with these before you read on.

Certificate of motor insurance – This is a document that you’ll be sent after 
you’ve bought your policy. It shows which car is covered, who is allowed to drive 
your car, and what your car can be used for. It also shows the start and end dates 
of your cover.

Policy schedule – This is a document that you will have been sent when you set 
up your policy. It contains all the specific details of your policy, such as the level 
of cover you have, the maximum claim limits, excesses and the dates when the 
policy starts and ends. It will also include the details of your car along with details 
of the people who are insured to drive it. We will issue you a new schedule each 
time you renew your policy or if your policy is changed.

Your car – When we use the term ‘your car’ we mean any car that’s covered under 
this policy. This includes any equipment and modifications on and in your car 
(such as wheelchair ramps, hoists, hand controls, sat navs, accessories, spare 
parts), if fitted by your car manufacturer, professional converter, or approved 
dealer. We will also cover child seats, any electric battery*, charging cables†, 
accessories or spare parts when they are in or connected to your car or locked in 
your own garage.

*Electric battery – The battery used to power the electric motor of an electric or hybrid vehicle.
†Charging cable – Any compatible cable that must be connected to a charging point or socket in order to 
charge the electric battery of your car.

We, our, us – If we use the words ‘we’, ‘our’ or ‘us’ – then we’re talking about 
Ageas Insurance Limited.

You or your – Where we use the words ‘you’ or ‘your’ – we’re talking about the 
policyholder named on the policy schedule.
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Making sense of your policy (continued)

Cyber Acts. 
Cyber Attack means unauthorised and/or malicious access to computer or 
electronic components and systems.

Cyber Incident means non-malicious error or omission in computer or electronic 
components and systems (eg a software bug).

Cyber Terrorism means an action which causes damage to property, endangers 
a person’s life, risks the health or safety of the public or is designed to interfere 
with or seriously disrupt electronic systems which is designed to influence 
the government or to intimidate the public or is carried out for the purpose of 
advancing a political, religious or ideological cause, whether or not it is declared 
to be terrorism by the UK Government.

Finally, this policy is between you and us; it is not our intention that the Contracts 
(Rights of Third Parties) Act 1999 gives anyone else the right to enforce this policy. 
English Law will apply to this policy unless you live in Scotland, Northern Ireland, 
Isle of Man or the Channel Islands, in which case the law where you live will apply. 
We will communicate with you in English.
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Your obligations to us

You must pay, or agree to pay, the policy premium. In return we will provide cover 
under this policy.

You need to make sure that your car is roadworthy and safe to drive at all times. 
You must protect your car, its adaptions and accessories from being stolen or 
damaged. If you don’t look after your car and ensure that it has a valid MOT (if 
required), we may not be able to pay your claim.

You need to ensure that all your personal possessions are placed out of sight and 
your car is locked at all times when unattended.

You must use your car’s equipment and adaptions in accordance with the 
manufacturers’ instructions, such as wheelchair adapted ramps, electric charging 
cables and tow bars. You must ensure that any vehicle automation or driver aids 
(eg Auto Lane Keep Systems) are used in line with manufacturer instructions and 
with due care and attention at all times.

1
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Sometimes we are able to recover costs for a claim from another party, or we may 
need to defend a claim in court. If we do this, you or any other person covered must 
provide any documents or information that we request.

You must keep your car’s software up to date by installing any safety critical and/
or security updates made available by your car manufacturer. If you fail to do this 
or you modify, install or allow the installation of software other than the software 
provided and/or approved by your manufacturer, we may not be able to pay your 
claim.

You must take reasonable care when buying a policy, making a change, or making 
claims to provide complete and accurate information to us.

Always tell the truth
It’s really important that you’re honest with us when you’re buying a policy, 
updating the policy or making a claim. Providing wrong or misleading 
information that you know could either help you gain financially, or cause 
us to suffer a financial loss, is fraud and pushes up the cost of insurance for 
all customers.

If we do find that you have defrauded us to obtain or change a policy, we 
may void the policy and you may not get a refund. This means that we 
would treat the policy as though it had never been issued. If you have 
carelessly provided misleading information we may leave your policy in 
place but only pay part of any claim you make. If you commit fraud when 
making a claim we may refuse to pay the claim or make you repay any 
money we’ve already paid out in claims.

We will also tell other insurers and anti-fraud databases, which could affect 
your ability to get access to insurance and other financial services in the 
future. We may also let the police know, who may choose to bring charges 
against you that could ultimately result in a prosecution. So please do make 
sure that you’re always honest with us, so that we can pay claims you make, 
and keep the cost of our insurance down for all our customers.

5
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Making sense of your policy (continued)
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How we’ll handle 
your claim
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After an incident, we will decide  
if your car can be repaired. You 
will then need to decide whether 
you want us to arrange the 
repairs for you, or whether you 
want to arrange it yourself. We 
may choose to pay you a cash 
amount equal to the repair.

Underwritten 
by Ageas

Before you 
call us

Call our 24 
hour claims 
helplineIf your car has been involved 

in an accident, make sure you 
take down the registration 
number of any other vehicles 
involved, as well as the contact 
details of any other drivers and 
any witnesses.

If your car has been stolen, 
something’s been stolen from 
it, or it has been vandalised, 
you should start by calling 
the police. You need to make 
sure you get a crime reference 
number.

Finally, you mustn’t negotiate 
or settle any claims made 
against you.

If you’ve been involved in an 
accident, or your car has been 
damaged or stolen,  

	 call us on
	 0333 331 3960

1 2

3

Step by step guide to making a claim

Child car seats

If you’re involved in an accident, or your car is stolen, or damaged as a result of fire, 
we’ll cover the cost of replacing any child car seats, as long as they were in your car 
at the time of the accident, fire or theft. There is a separate limit for child car seats 
of a maximum of £250 per incident.
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Step by step guide to making a claim 
(Continued)

If your car is being repaired

If your car’s not safe to drive, we’ll 
arrange for it to be collected from 
the scene of the incident.

We’ll arrange for your car to be 
securely stored if it can’t be taken to 
a garage straight away.

If your car is safe to drive, we’ll 
arrange for it to be collected at a 
convenient time to carry out the 
repair.

We’ll agree the costs of the repairs 
with our approved garage, including 
the replacement as new of any 
adaptions that have been lost or 
damaged.

We’ll get you a courtesy car on the 
next working day after we’ve agreed 
to repair your car – and we’ll let you 
keep it for as long as the repairs 
take.

We will ensure that the computer or 
electronic components and systems 
are recalibrated in accordance 
with manufacturers specifications 
following repair.

When the repairs are finished, we’ll 
deliver your car back to you.

Our approved garages may use 
recycled parts as well as new 
parts which are not supplied by 
the manufacturer. All parts used 
to repair your car come with a 
guarantee. All workmanship is 
guaranteed for as long as you 
continue to own your car.

If your car’s not safe to drive, you 
may have to arrange for it to be 
collected from the scene of the 
incident.

If a garage can’t take your car 
straight away, you may have to 
arrange for it be stored.

If your car is safe to drive, you may 
have to arrange collection from 
home with your own garage.

You will have to send us estimates 
for the cost of repairs, and we’ll 
need to agree this before the work 
starts.

We don’t give you a courtesy car 
while your car is in the garage.

You must ensure that the 
computer or electronic 
components and systems are 
recalibrated in accordance with 
manufacturers specifications 
following repair.

You may have to arrange for your 
car to be returned to you once the 
repairs are complete.

We don’t guarantee the repair 
work.

Using our approved garage Using your own garage
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When we can get you a courtesy car
If your car is being repaired by one of our approved 
garages in the UK, Channel Islands or Isle of Man, and 
you have comprehensive cover, then we’ll offer you a 
courtesy car for as long as your car is being repaired. 
We will always try our best to ensure this meets your 
mobility needs.

But we don’t offer this if it has been stolen and 
unrecovered, or if we have decided not to repair your 
car, or if you have taken it to a garage of your choice. If 
you have an electric car we may not be able to get you 
an electric courtesy car.

In any of the above circumstances, we will pay your 
reasonable expenses incurred whilst your car is being 
repaired, or until settlement has agreed, to allow  
you to:

	 Hire a suitable adapted car

	 Hire a taxi

	 Use public transport

Once you’ve shared with us your receipts, we will pay 
£50 per day, up to a maximum of £700 during your 
policy.

Fish call this your  
Keep Mobile Benefit.

Underwritten 
by Ageas

Step by step guide to making a claim 
(Continued)
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If we don’t repair your car, we’ll assess its market value.

We calculate the market value by looking at what 
the cost would be to replace your car with one of 
a similar age, type and mileage, including the cost 
of replacing any driving adaptions as new. We will 
also take into account the condition of your car just 
before the incident.

If there is any outstanding loan, lease or contract 
hire agreement on your car, we will pay the finance, 
leasing or contract company. Should our settlement 
be less than the amount you owe, then the loan, 
leasing or contract company may contact you for  
the shortfall.

Once we’ve paid the claim, your car will belong to  
us. If you have a private registration plate, please  
let us know.

If you bought your car new and it is a year or less old 
and the mileage at the time of purchase was under 
250 miles – we will arrange to get you a new one of 
the same make, model and specification if you want 
us to. If the same car is not available, we will ask you 
to supply your purchase invoice and give you the 
amount you paid for your car when you bought it. 
We will do this if the repair costs are more than 60% 
of replacing with a new identical one.

Acting on your behalf

If someone takes legal action against you, or anyone 
else named on this policy after an accident, you 
need to let us know. We may carry out the defence 
on your behalf, including representing you in court.

You may also need to let us take legal action against 
other people involved in an accident on your behalf. 
We can do this in the name of anyone claiming on 
this policy.

What is an excess and 
how does it work?

This is the amount that 
you’ll have to pay towards 
any claim you make. For 
example, if we agree to 
settle your claim for £1,000 
and you have an excess of
£250 on your policy – we 
would pay you £750.

If we are repairing the car, 
you may have to pay the
£250 excess directly to the 
garage.

There are different 
excesses for different parts 
of your policy – and you’ll 
find the details of these in 
your policy schedule. You 
also need to remember 
that sometimes more than 
one excess will apply, and 
we will add them together. 
For example, if the  
policy has an accidental 
damage excess of £250 
and a young driver excess 
of £150, a young driver 
making an accidental 
damage claim would have 
to pay £400.

Just to be clear, you only 
pay an excess when you 
are claiming for loss or 
damage to your car.

Underwritten 
by Ageas

If your car isn’t being repaired

Step by step guide to making a claim 
(Continued)
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1.	� We won’t pay for general wear and tear 
to your car, or any damage that happens 
gradually.

2.	� We will not pay claims where another 
insurance policy already covers the 
same claim.

3.	� We won’t pay for failures of your car’s 
equipment, electrics or mechanics if 
they don’t work – for example, if your 
sunroof, hood mechanism, bonnet or 
electric windows won’t open or close.

4.	� We won’t pay claims which happen 
because you let someone drive your car 
who isn’t insured to drive it under this 
policy.

5.	� We won’t pay claims if you allow 
someone to drive your car who you 
know doesn’t hold a valid driving licence 
or who doesn’t meet all the conditions 
of their licence.

6.	� We won’t pay claims if your car is being 
used for racing, or is driven on any kind 
of racetrack – including the Nürburgring 
in Germany.

7.	� We won’t pay claims if you, or anyone 
allowed to drive under this policy drives 
recklessly, or without due care and 
attention and deliberately causes any 
loss or damage to your car.

8.	� We won’t pay claims if you allow your 
car to be used for anything to do 
with crime which results in a criminal 
conviction.

9.	� We won’t pay claims that are the result 
of war or terrorism. By terrorism, we 
mean any act that the UK government 
declares to be an act of terrorism.

10.	� We won’t pay claims that have been 
caused by ionising radiation or 
radioactive contamination from any 
nuclear fuel or any nuclear waste.

11.	� We won’t pay claims that are the 
result of you, or anyone allowed to 
drive under this policy driving your 
car anywhere that the public are not 
permitted, such as airfields or military 
sites.

12.	� We won’t provide cover for any person 
driving at the time of the incident who is 
found to have a higher level of alcohol 
or drugs in their body than is allowed by 
law.

13.	� We won’t provide cover for any person 
driving at the time who is given a driving 
ban as a result of the incident.

14.	� We won’t pay claims if you use your car 
for any other purpose that is not listed 
on your certificate of motor insurance, 
such as using your car as a taxi, minicab 
or fast food delivery.

There are some circumstances in which your policy won’t pay out. You’ll see a detailed 
list of what is and isn’t covered in the later sections of this policy. But there are some 
things we won’t pay out for regardless of the circumstances. We’ve laid these out below.

What your policy doesn’t cover

Underwritten 
by Ageas

What your policy doesn’t cover
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15.	� We won’t pay claims for damage to your 
car caused by putting the incorrect fuel 
in.

16.	� We won’t pay claims caused by you 
or anyone else not using your car’s 
equipment, such as wheelchair ramps, 
electric charging cables and tow bars, in 
the way the  manufacturer tells you to, or 
it has been used in an unsafe way.

17.	� We will only cover equipment and 
modifications on and in your car, if fitted 
by your car manufacturer, professional 
converter or an approved dealer. If you 
fit new equipment to your car, or make 
a modification which is not on your 
manufacturer’s list, we won’t cover you 
for the cost, unless you have told us 
about the equipment or modification 
and we have accepted it.

18.	� We won’t cover your uninsured losses, 
such as your excesses.

19.	� We will not pay for any claim when the 
car is being driven by or is in the charge 
of anyone who is under 21 years old or 
anyone who does not hold a full driving 
licence issued within the geographical 
limits or the European Union, to drive 
the car, unless you have sent us their 
details and we have accepted them in 
writing.

20.	� We will not pay for any injury or 
death where the vehicle is used for 
a deliberate or reckless act with the 
intention of self-harm or suicide.

21.	� We won’t pay claims where the vehicle 
is being used while carrying passengers 
in an unsafe, insecure or illegal manner.

22.	� We won’t pay for any incident that 
has arisen if you rent your car out 
under a car hire agreement. This can 
be between you and another person 
whether this be a business or individual, 
formal or informal. This is also known as 
a peer to peer hire scheme

23.	� We won’t pay claims for any 
consequence whatsoever which 
is directly or indirectly, wholly or in 
part, the result of, caused by, or in  
connection with any Cyber Act due 
to the failure of accepting, installing, 
or refusing OTA, Advanced driver-
assistance systems (ADAS), or security 
updates from the manufacturer.

What your policy doesn’t cover

Underwritten 
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What your policy does and doesn’t cover
(Continued)
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We will pay a claim for your 
car if it is damaged in the UK, 
Channel Islands or Isle of Man.

We will also pay claims to repair 
or replace your car stereo or 
sat nav if damaged. Cover is 
unlimited if fitted by your car 
manufacturer or an approved 
dealer. If it hasn’t, but is 
permanently fitted we will only 
pay the cost of the standard 
manufacturer fitted stereo or  
sat nav.

If your car can’t be driven after 
it has been damaged, we can 
help you and your passengers 
get to your home or any other 
destination within the UK – as 
long as we have accepted the 
claim.

Or, if you can’t complete 
your journey until the next 
day, we’ll pay for overnight 
accommodation.

There’s a limit to how much 
we’ll pay for transport from 
the scene of an accident and 
for overnight accommodation 
of £50 per person, with a 
maximum limit of £250 for  
any one incident.

You should keep receipts for 
overnight accommodation and 
travel expenses.

We won’t pay claims if your car is stolen or 
damaged because it was left open or unlocked.

We won’t pay claims if your car is stolen or 
damaged because you didn’t take care of your 
car keys or any other device used to unlock 
your car, such as leaving the keys in your car.

We won’t cover tyre damage sustained during 
normal use of your vehicle, such as punctures 
or bursts.

We won’t cover damage to your car stereo or 
sat nav if it is not permanently fitted to your car.

If your car is worth less after being stolen or 
repaired, we won’t cover this loss in value.

We won’t pay claims caused by you carelessly 
allowing someone to deceive you. For example, 
if you allow someone to test drive your car 
unaccompanied and they steal it, we wouldn’t 
pay the claim.

We won’t pay a claim if your car is stolen or 
damaged by anyone you know that uses your 
car without your permission – unless you’ve 
reported them to the police for doing so. This 
doesn’t apply to people named on your policy 
schedule.

We won’t pay for damage if your car is 
confiscated or destroyed under order of the 
police or any other authority.

With the exception of the cover afforded to  
you under the Keep Mobile Benefit listed on 
page 10.

We won’t cover any costs associated with you 
being unable to use your car, such as getting  
to and from work.

Just to be clear, we’ll never pay more than the 
market value of your car.

What’s covered What’s not covered under  
Sections A and B

Underwritten 
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What your policy does and doesn’t cover
Section A: Damage
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What your policy does and doesn’t cover 
(Continued)

Section B: Fire & Theft

We will pay your claim if your 
car is stolen or damaged by fire 
or attempted theft in the UK, 
Channel Islands or Isle of Man.

We will also pay claims to repair 
or replace your car stereo or 
sat nav if stolen or damaged 
by fire or attempted theft. 
Cover is unlimited if fitted by 
your car manufacturer or an 
approved dealer. If it hasn’t, but 
is permanently fitted we will 
only pay the cost of the standard 
manufacturer fitted stereo or  
sat nav.

If your car can’t be driven or has 
been stolen, we can help you  
and your passengers get to your 
home or any other destination 
within the UK – as long as we have 
accepted the claim.

If you can’t complete your journey 
until the next day, we’ll also pay 
for overnight accommodation.

There’s a limit to how much we’ll 
pay for transport from the scene 
of an accident and for overnight 
accommodation of £50 per 
person, with a maximum limit of 
£250 for any one incident.

You should keep receipts for 
overnight accommodation and 
travel expenses.

What’s covered
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We will pay for the repair 
or replacement of your car 
windscreen or car window as long 
as it is made of glass. And we’ll 
also pay for any damage to your 
car’s bodywork caused by the 
broken glass.

We don’t use car manufacturer 
glass, but we will use glass of a 
similar quality and standard.

If you don’t use our approved 
glass repairer, there’s a separate 
limit for these types of claim of 
£150 after taking off the excess. 
You’ll find the details of your 
excesses in your policy schedule.

A claim under this section of your 
policy won’t affect your no claims 
discount.

We won’t cover any costs 
associated with you being unable 
to use your car, such as getting to 
and from work.

Just to be clear, we’ll never pay 
more than the market value of 
your car.

We won’t cover the cost of device 
replacement where your vehicle 
uses a mobile phone, smartphone 
or smartwatch as a digital key.

What’s covered What’s not covered

Your car’s safety features
Where possible we try to repair windscreens at a place which is convenient 
for you. However, if your car has a built in safety system, such as an advanced 
driver assistance system, this may need to be reset once a windscreen has been 
replaced. If this is the case, we’ll arrange for this to be carried out.

Underwritten 
by Ageas

What your policy does and doesn’t cover
(Continued)

Section C: Damaged windscreens and glass
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If your car key, or any other 
device used to unlock your car, is 
lost or stolen in the UK, Channel 
Islands or Isle of Man, we will pay 
for the cost of replacing these, as 
well as the cost of replacing any 
locks that they open. We’ll only 
do this if it’s necessary to keep 
your vehicle safe.

We’ll also cover the cost of 
protecting your car and will pay 
for it to be taken to and from 
your address to be repaired if 
needed.

There is a separate limit for 
replacement locks and keys of 
£750 after taking off the excess. 
You’ll find the details of your 
excesses in your policy schedule.

A claim under this section of 
your policy won’t affect your no 
claims discount.

We won’t cover any costs 
associated with you being unable 
to use your car – such as being 
able to get to and from work.

Just to be clear, we’ll never pay 
more than the market value of 
your car.

What’s covered What’s not covered

Underwritten 
by Ageas

What your policy does and doesn’t cover 
(Continued)

Section D: Replacement locks and keys
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What your policy does and doesn’t cover 
(Continued)

Section E: Claims against you or others named on the policy

If someone dies or is injured 
in a car accident caused by or 
arising out of you using your car 
in the UK, Channel Islands or 
Isle of Man, we will cover you for 
any amount that you’re legally 
obliged to pay.

We’ll also cover you for any 
amount you’re legally obliged 
to pay due to someone else’s 
property being damaged.

This section of your insurance 
policy will also cover other 
people driving your car if you 
have given them permission, but 
only if your certificate of motor 
insurance says they are allowed 
to drive it.

We’ll also provide this cover for 
anyone getting into or out of 
your car.

We won’t cover any damage to 
property which is owned by, or 
is in the care of the person who 
is claiming under this section – 
including any vehicle, trailer or 
caravan.

If a claim is made under this 
section for loss or damage to 
property, we won’t pay any more 
than £20 million for any single 
claim or series of claims that  
relate to one incident, including  
all costs and expenses.

There is a separate limit of 
£1.45m for any single pollution or 
contamination incident, including 
all costs and expenses.

We won’t cover claims arising 
from misuse or unsafe use of 
charging cables.

What’s covered What’s not covered
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Your policy may cover you for 
driving someone else’s car. You’ll 
need to check your certificate of 
motor insurance to see whether 
this cover is included.

The car you are driving must be 
a motor car manufactured to 
carry up to a maximum of eight 
passengers, which is designed 
solely for private use and has not 
been constructed or adapted to 
carry goods or loads. The vehicle 
has valid road tax and valid MOT 
certificate (if applicable). If you 
are insured to drive other cars 
and someone dies or is injured 
in a car accident caused by or 
arising out of you using that car, 
we’ll cover you for any amount 
that you are legally obliged to 
pay.

We’ll also cover you for any 
amount you’re legally obliged 
to pay due to someone else’s 
property being damaged.

If you’re driving someone else’s 
car you must have the owner’s 
permission, and the car must be 
insured and registered within 
the UK, Channel Islands or Isle of 
Man.

We won’t cover the cost of any 
damage to the car you’re driving.

We won’t cover any other vehicles 
that you own, lease or hire.

We won’t cover any other drivers 
under this section other than you.

We won’t provide cover outside  
of the UK, Channel Islands or  
Isle of Man.

If a claim is made under this 
section for loss or damage to 
property, we won’t pay any more 
than £20 million for any single 
claim or series of claims that r 
elate to one incident, including  
all costs and expenses.

There is a separate limit of 
£1.2m for any single pollution or 
contamination incident.

What’s covered What’s not covered

Underwritten 
by Ageas

What your policy does and doesn’t cover
(Continued)

Section F: Driving other cars
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We will provide cover if you or 
your partner are accidentally 
killed or injured whilst travelling 
in any car or whilst getting into 
or out of any car. To be clear we 
only cover the following specific 
injuries:

•	 Total and permanent loss of 
sight in one eye – £10,000.

•	 Total and permanent loss of 
one hand or foot– £10,000.

•	 Death – £10,000.

The direct cause of death or 
injury must have been an 
accident that happened in 
the UK, Isle of Man or Channel 
Islands.

The death or injury must also 
happen within three months of 
the accident.

By partner, we mean someone 
you’re in a personal relationship 
with – such as your husband, 
civil partner or wife, and not a 
business partner.

We won’t pay a claim for any 
person who was driving while 
above the legal limit for drugs or 
alcohol.

We won’t pay a claim for any 
person who is not wearing a seat 
belt when they are required to by 
law.

The most we will pay for one 
accident is £40,000 and the most 
we will pay to any one person is 
£10,000 for one accident.

Finally, we won’t pay out under 
this section if the policy is held in 
the name of a company or other 
organisation.

What’s covered What’s not covered

Underwritten 
by Ageas

Section G: Personal accident

What your policy does and doesn’t cover
(Continued)
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We will pay for any personal 
belongings and mobility aides 
(including wheelchairs) in your 
car that are lost or damaged 
if your car is involved in an 
accident or fire – or if your car is 
stolen or broken into, in the UK, 
Channel Islands or Isle of Man.

There is a separate limit for 
claims under this section of:

•	 £2,500 for mobility aids.

•	 £200 for personal  
belongings.

•	 £2,700 in total per incident.

We won’t cover your personal 
belongings if they are stolen or 
damaged because your car was 
left open or unlocked. We also 
won’t cover you if your belongings 
are stolen because you or anyone 
else on the policy didn’t take care 
of your car keys or other devices 
used to unlock your car, such as 
leaving the keys in, or nearby your 
car.

We won’t pay for loss or damage 
to anything that relates to a trade, 
business or profession. That 
means things such as tools or 
office equipment.

And we won’t cover money, gift 
cards, vouchers or any portable 
electronic devices, such as mobile 
phones.

What’s covered What’s not covered

Underwritten 
by Ageas

Section I: Personal belongings

If you or anyone in the car is 
injured in an accident involving 
your car, we will pay up to £100 
in medical expenses for each 
injured person.

We won’t pay out under this 
section if the policy is held in 
the name of a company or other 
organisation.

What’s covered What’s not covered

Section H: Medical expenses

What your policy does and doesn’t cover
(Continued)
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If you or anyone else on the 
policy drives your car within 
the European Union, you’ll be 
covered for any amount you’re 
legally obliged to pay to someone 
else because of an accident.

In addition we will cover you 
for a total of 90 days under the 
sections of this policy that are 
shown on your schedule, even 
though you are not in the UK, 
Channel Islands or Isle of Man.

We also extend this cover to 
a few countries outside of the 
European Union. These are 
Andorra, Iceland, Norway, Serbia, 
Switzerland and Liechtenstein.

If you want to extend your policy 
to drive in a country which is not 
covered, or you want cover for 
more than 90 days, we may be 
able to do this. Please talk to Fish 
to arrange this.

All of the things listed under the 
‘What’s not covered’ parts of your 
policy will still apply while you’re 
driving abroad. For example, 
if your car is damaged while 
you’re overseas, we’ll treat you 
as if you’re making a claim under 
Section A of this policy. The list 
of things we won’t cover under 
Section A will apply.

We won’t cover you for Section F: 
Driving other people’s cars – when 
you are abroad.

We’ll only accept claims made 
while using your car abroad, if 
they would have been accepted 
if the incident had happened in 
the UK, Channel Islands or Isle of 
Man. For example, if your car is 
damaged while you’re on holiday, 
we’d only cover you if it met our 
criteria in Section A of this policy.

What’s covered What’s not covered

Underwritten 
by Ageas

Section J: Using your car abroad

What your policy does and doesn’t cover
(Continued)
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Car sharing
We will also cover you for carrying passengers as part of a car share scheme, but 
you cannot be paid to do this or do it as a business.

Medical emergencies
In the event of a medical emergency where you need to seek medical attention, we 
will also cover any damage sustained to the car whilst being driven by someone 
who is not covered by your certificate of insurance. The driver must hold a full 
drivers licence issued within the UK, Channel Islands, Isle of Man or European Union.

When your car is in the garage being repaired
We expect that your garage will already cover you for this, but just in case they 
don’t, we will provide cover whilst your car is in the garage being repaired or having 
a MOT. This cover only applies when your car is being driven or worked on by the 
garage for the purpose of the repairs or MOT.

Uninsured driver promise
If an uninsured driver hits your car, and it’s not your fault, we’ll refund any excess 
paid and your no claim discount will be restored. You’ll need to give us the other 
vehicle’s registration number and the details of the accident including the name  
of the driver, for us to do this.

No claim discount
If a claim has not been made since you bought or last renewed your insurance 
policy, we’ll offer you a discount in your price for next year when it’s time to renew.

If you have made a claim, your no claim discount may be reduced. But this doesn’t 
include claims for damaged windscreens and glass, or replacement locks and keys.

We also won’t reduce your discount if we manage to recoup all the costs of your 
claim from someone else – for example, from the insurance company of someone 
else involved in the accident.

Having a no claim discount will reduce the price that we offer you when it’s time 
to renew your policy. However, the overall cost of your insurance may still increase 
and you may have to pay a higher excess.

No claim discount protection
If you are eligible, this is a cover that you can request and pay a premium to protect 
your no claim discount. This protection will mean you can keep your discount 
as long as you do not make more than two claims in any consecutive three year 
period. After a second claim is made you won’t be eligible to protect your no claims 
discount. Check your no claim protection discount document for details of your no 
claim information. For details of what will happen to your no claim discount if you 
have an incident that leads a claim, go to www.ageasbroker.co.uk/ncd.

Underwritten 
by Ageas

Other things you are covered for

What’s covered
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It’s important you keep us up to date with changes that 
may affect your insurance policy. If any of the information 
that you gave Fish has changed, then you must let them 
know. If you don’t, it could mean that we won’t pay your 
claim and your policy may be cancelled.

The kind of things that we need to hear about are:

•	 A change of car or a change in your car’s registration 
number.

•	 A change of address or a change to the place where 
you keep your car overnight.

•	 Any modifications or additions to your car – such 
as changes to the bodywork, suspension, disability 
adaptions, brakes or any changes that affect the 
performance of your car.

•	 Any driver on the policy passes their driving test.

•	 There is a change to who drives your car the most.

•	 You or anyone else on this policy changes their job, 
takes a second job or changes how they use your car.

•	 You or anyone else on this policy who drives your car 
has their driving licence taken away or suspended.

Please remember that if you don’t tell us about changes, it 
may affect any claim you make. If you’re not sure whether 
you need to tell us about a change, give Fish a call.

If you do tell us something has changed, we can increase 
or reduce your premium as well as any excesses. 

Underwritten 
by Ageas

Things you need to tell us about



You’re able to cancel your policy at  
any time. To do so, you need to get in 
contact with Fish. 
 
How much money you get back will 
depend on how long you’ve had the 
policy for and whether or not a claim  
has been made or may be made on  
your policy.

Cancelling before the policy starts
If you or we cancel the policy before the 
start date, we’ll refund you, your entire 
premium.

Cancelling after the start of the policy
If you or we cancel after the start date of 
your policy, we’ll refund you for the time 
that is left on the policy, as long as no 
claim has been made or may be made 
on your policy. Fish may also make an 
administration charge for cancelling  
your policy.

So if you pay annually, we’ll work out  
the cost of your insurance per day, and 
refund you for the days that you haven’t 
yet used.

If you pay monthly, you may have to 
continue your payments even after your 
policy has been cancelled. Check with  
Fish who sold you the policy. It’s important 
to be aware that your policy won’t be 
cancelled if you simply stop your direct 
debit.

If a claim has been made on this policy, 
or something has happened which 
might lead to a claim – then you won’t 
receive any refund. And if you pay for your 
insurance on a monthly basis, you will 
need to pay the remainder of the year’s 
premium.

Our right to cancel your policy 
We or Fish have the right to cancel this policy 
at any time by giving you 7 days’ notice in 
writing, as long as we have a valid reason. 
We’ll tell you the reason why.

Reasons why we may decide to cancel 
your policy include:
•	 Changes to the information that you 

provided us when you purchased 
the policy, which are shown on your 
proposal form, statement of fact or 
policy schedule, that mean we no longer 
wish to insure you.

•	 There’s been a deliberate or reckless 
misrepresentation which means we 
no longer wish to insure you. We 
would class a deliberate or reckless 
misrepresentation as a person or anyone 
acting on their behalf knowingly, or 
without care:
– �providing answers to questions 

which are dishonest, inaccurate or 
misleadingly incomplete,

or
– �misleading us or your insurer in any way 

for the purpose of obtaining insurance, 
or more favourable insurance terms, or 
a reduced

•	 premium.
•	 We’re unable to take a payment from 

your account, although we will give 
you the chance to make the missing 
payment.

•	 You, or someone representing you, is 
abusive to our staff or anyone acting on 
our behalf.

•	 You won’t give us information that we 
ask for.
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How to cancel your policy



If we suspect fraud on this or another 
related insurance policy we may choose 
to cancel your policy immediately.

If we discover that you have deliberately 
withheld information from us, or you gave 
us wrong information because you didn’t 
take care when communicating with us or 
Fish Insurance, we may be entitled to void 
your policy. This means we would treat 
the policy as though it had never been 
issued. We may also refuse to pay any 
claim and keep any premium you’ve paid.

If we discover that you have committed 
fraud when a claim is being made we 
may refuse to pay the claim and make 
you repay any money we’ve already paid  
out in claims.
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How to cancel your policy (Continued)



How to make a complaint
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Should there ever be an occasion where 
you need to complain, we’ll do our best 
to address this as quickly and fairly as 
possible.

If we can’t, then we’ll:
•	 Write to you to acknowledge your 

complaint.
•	 Let you know when you can expect a 

full response.
•	 Let you know who is dealing with the 

matter. 

In most instances, we’ll be able to 
address your complaint within the first 
few days of this being notified to us.  
On occasion, further investigation may  
be necessary, but we’ll provide you  
with a full written response to your 
complaint within eight weeks of 
notification.

	 If your complaint is in relation to 		
	 Fish Insurance, please contact: 
	 Fish Insurance, 
	 Customer Services Department
	 Southgate House, Southgate Street, 		
	 Gloucester, GL1 1UB
	 Email:  
	 complaints@fishinsurance.co.uk 
	 Telephone: 0333 331 3900

	 If you’ve a complaint regarding  
	 your claim, please contact: 
	 Proximo
	 Park House, Chantry Court,  
	 Sovereign Way, Chester, CH1 4QN	
	 Email:  
	 customerservice@proximo.co.uk	
	 Telephone: 0333 331 3960
	 Please include your policy number  
	 and claim number if appropriate.

	 If your compliant is in relation to  
	 the Breakdown service provided, 		
	 please contact: 
	 Jigsaw Insurance Services Limited
	� 59 Copthall Bridge 

Station Parade 
Harrogate 
HG1 1TT

	 Email:  
	� customerrelations@pib-insurance.

com
	 Telephone: 01423 535 795



How to make a complaint
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What to do if you’re not happy with 
our response
Please note that access to the Financial 
Ombudsman Service is not available for 
complaints relating to non-insurance 
products, for example UK Recovery. If 
Your complaint is not eligible, We will 
not refer to the Financial Ombudsman 
Service in Our correspondence.

In the unlikely event that we haven’t 
responded to your complaint within 
eight weeks or you’re not happy with 
our final response you have the right to 
take your complaint onto the Financial 
Ombudsman Service but you must do  
so within six months of the date of our 
final response.

The Ombudsman is an impartial 
complaints service, which is free for 
customers to use and taking your 
complaint to the Ombudsman does not 
affect your right to take your dispute to 
the courts.

You can find out more information  
about how to complain to the 
Ombudsman online at:  
www.financial-ombudsman.org.uk.

Alternatively, you can write to the 
Ombudsman at: Financial Ombudsman 
Service, Exchange Tower London  
E14 9SR
By phone: 0800 023 4567
By email: complaint.info@financial- 
ombudsman.org.uk

Please note that if you don’t refer your 
complaint within the six months, the 
Financial Ombudsman Service won’t 
have our permission to consider your 
complaint and therefore will only be able 
to do so in very limited circumstances, for 
example, if it believes that the delay was 
as a result of exceptional circumstances.

We are covered by the Financial Services 
Compensation Scheme (FSCS). In the 
very unlikely event that Ageas was to go 
bust, your insurance policy would still 
remain valid in the event that you needed 
to make a claim. For more details about 
the scheme visit www.fscs.org.uk or 
telephone 0800 678 1100  
or 020 7741 4100.



The details provided here are a summary 
of how Ageas collect, use, share, transfer 
and store your information. If you’d like  
to read our full Privacy Policy please visit 
our website www.ageas.co.uk/privacy-
policy or contact our Data Protection 
Officer at: Ageas House, Hampshire 
Corporate Park, Templars Way, Eastleigh, 
Hampshire SO53 3YA, or by emailing 
thedpo@ageas.co.uk.

Fish have their own uses for your 
personal data. For full information please 
visit www.fishinsurance.co.uk/privacy.

Collecting your information
When you take out a policy with Ageas, 
we collect lots of information, such as 
your name, address, date of birth, credit 
history, criminal offences, financial 
details, claims information and IP 
address (which is a unique number 
identifying your computer). We may 
also ask you to share special categories 
of personal information such as details 
about your health.

We also collect information from a 
number of different places, for example: 
publicly available sources such as social 
media and networking sites; third party 
databases available to the insurance 
industry; firms, loss adjustors or suppliers 
appointed in the process of handling a 
claim.

Using your information
The main reason we collect your  
personal information and/or special 
categories of personal information is 
to provide you with an appropriate 
insurance quotation, policy and price.  
We may also need it to manage your 
policy, deal with a claim or send 
documents to you.

When you apply for insurance, our decision 
to provide a quotation may involve an 
automated process. If you object to this 
being done, we won’t be able to provide you 
with an insurance quotation.

We’ll also use your information where we 
feel there is a valid reason for doing so, for 
example: preventing or detecting fraud  
and financial crime (which may include 
processes which profile you) and carrying 
out research and analysis.

If you’ve given us information about 
someone else, you must have their 
permission to do so.

Sharing your information
We share your information with a number of 
different organisations. This may include, but 
is not limited to: other insurers; regulatory 
bodies; carefully selected third parties 
providing a service to us, in partnership 
with us, or on our behalf; fraud prevention 
and credit reference agencies and other 
companies, for example, when we’re trialling 
their products and services which we think 
may improve our service to you or our 
business processes.

Unless required to by law, we’d never share 
your personal information without the 
appropriate care and protection in place.

Keeping your information
We’ll only keep your information for as long 
as is necessary in providing our products and 
services to you and/or to fulfil our legal and 
regulatory obligations. We also keep your 
information for a number of years after the 
expiry of your policy in order to respond to 
any queries or concerns that may be raised 
at a later date with respect to the policy or 
handling of a claim. Please refer to our full 
Privacy Policy for more information.
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Use and storage of your information 
overseas
Your personal information may be 
transferred to, stored and processed 
outside of the United Kingdom (UK).

Where we do this we’ll take all 
reasonable steps to ensure your personal 
information is adequately protected 
to the same level as if it had remained 
in the UK. Please note that we or our 
service providers may use cloud based 
computer systems to which foreign law 
enforcement agencies may have the 
power to access.

Your rights
You have a number of rights in relation 
to the information we hold about you 
including: asking for access to and a copy 
of your personal information, objecting 
to the use of your personal information 
or to an automated decision including 
profiling, asking us to correct, delete, 
restrict or withdraw any previously 
provided permission for the use of your 
personal information, and complaining 
to the Information Commissioner’s Office 
if you object to the way we use your 
personal information. A full list of your 
rights can be found in the full Privacy 
Policy.

There may be times when we won’t be 
able to delete your personal information. 
This might be because we need to fulfil 
our legal and regulatory obligations or 
if there is a minimum period of time for 
which we have to keep your information. 
If we’re unable to fulfil a request, we’ll 
always let you know our reasons.

C
ar
 In
su
ra
nc

e

31

Underwritten 
by Ageas

How we look after your personal  
information (Continued)



PROXIMO LEGAL EXPENSES
Important information about RAC 
Motor Legal Expenses Insurance
1)	 Your RAC Motor Legal Expenses  
	 Insurance is a contract of insurance  
	 between you and RAC Insurance  
	 Limited. The contract consists of:
	 a)	 This policy booklet;
	 b)	 Your schedule, which tells you  
		  which vehicles are covered, how  
		  long you are covered for, who is  
		  covered and the cost of the cover;  
		  and
	 c)	 Any notices we send you, for  
		  example, any letter we send you  
		  notifying you if there are any  
		  changes.
2)	 A premium is payable for the contract 	
	 of insurance which will be made clear 	
	 to you in advance of purchase.
3)	 RAC Motor Legal Expenses Insurance 	
	 is arranged and administered by your 	
	 broker.
4)	 RAC Motor Legal Expenses Insurance 	
	 is intended to provide cover for the 		
	 costs of;
	 a)	 Making a claim for uninsured  
		  losses against a person who is at  
		  fault for a road traffic collision  
		  (Section A);
	 b)	 Defending a prosecution for an  
		  alleged motoring offence 
		  (Section B);
	 c)	 Making a claim for breach of an  
		  agreement relating to the buying,  
		  selling, repair, servicing or lease of  
		  the vehicle (Section C);
	 It meets the demands and needs of  
	 those who wish to ensure such risks  
	 are met now and in the future.
	 d)	 RAC Motor Legal Expenses  
		  Insurance also provides for a  
		  telephone legal helpline to assist  
		  you with advice on any private  
		  legal matter (Section D).
5)    There is no limit to the number of  
	 claims you can make in any policy  
	 period. The amount that is covered 

for certain types of claims or for certain 
sections are set out in this booklet.

Definitions
Any words in bold in this section have a 
specific meaning, which we explain below.
“claim” means an incident which we  
accept as falling within the terms of this RAC 
Motor Legal Expenses Insurance policy and 
which, in our reasonable opinion, is the first 
incident that could lead to a claim being 
made. For example, issues arising from a 
road traffic collision or incident leading  
to a motoring prosecution.
“legal costs” means:
1)	 The reasonable, proportionate and  
	 properly incurred fees, expenses, costs  
	 and disbursements incurred by you and  
	 agreed by us in pursuing or defending a  
	 claim; and/or
2)	 The reasonable costs of a third party for  
	 which you are ordered to pay by the court  
	 or are agreed by us and which  
	 are incurred in connection with legal  
	 proceedings;
“legal proceedings” means the pursuit or 
defence of civil legal cases for damages and/
or injunctions or specific performance, or the 
defence of a motoring prosecution within a 
court of criminal jurisdiction within the UK;
“legal representative” means us or 
the solicitors or other qualified experts 
appointed by us to act for you provided that 
they agree:
1)	 To try to recover all legal costs from the  
	 other party;
2)	 Not to submit any claim for legal costs  
	 until the end of the case; and
3)	 To keep us informed, in writing, of the  
	 progress of legal proceedings.
“limit of indemnity” means the maximum 
amount payable per claim under the policy 
which is £100,000;
“policy” means this Motor Legal Expenses 
Insurance policy that is subject to the terms 
and conditions in this booklet, along with 
your schedule;
“policy period” means the length of time 
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this policy is in force, from the start date 
as shown on the schedule; 
“proportionate” means the value 
of the claim must be greater than 
the costs of pursuing the claim; 
“RAC”/“we”/“us”/“our”
1)	 For the provisions of cover under  
	 sections A-C means RAC Insurance  
	 Ltd;
2)	 For the provision of services under  
	 section D of this policy means RAC  
	 Motoring Services;
3)	 In each case any person employed or  
	 engaged to provide certain services  
	 on behalf of the RAC Group.
“reasonable prospects of success” 
means a 51% or greater chance that you 
will recover your losses or damages in 
pursuit of a claim (including enforcing a 
judgment), make a successful defence of 
a claim or obtain any other legal remedy 
that we have agreed to.
“road traffic collision” means a collision 
involving your vehicle, for which you 
were not at fault and another party was 
at fault;
“schedule” means the document 
outlining your level of cover;
“standard terms of appointment” 
means the terms and conditions which 
we will require the legal representative 
to accept in order for us to cover your 
legal costs. This contract sets out 
the amounts we will pay the legal 
representative under your policy and 
their responsibilities to report to us 
at various stages of the claim. A copy 
of these terms can be requested by 
contacting us;
“UK” means England, Scotland, Wales, 
Northern Ireland, and for the purpose of 
this policy includes Channel Islands and 
the Isle of Man;
“uninsured losses” means your losses 
directly arising out of a road traffic 
collision that are not covered by 
insurance;

“vehicle” means the UK registered 
vehicle(s) that appears on your schedule 
and includes attached trailers;
“you”/“your” means the person(s) or 
company named as the policyholder on the 
schedule, and for the purposes of making  
a claim, includes any person authorised  
by the policyholder to drive or to be a 
passenger in the vehicle.

Your Motor Legal Expenses Insurance 
Cover
It is important that you let us know as soon 
as possible if you think you may need to 
claim. If you do not, this may prejudice  
your claim and may mean we are unable 
to cover you.

Section A - Uninsured Loss Recovery
What is covered
If you are involved in a road traffic collision 
within the UK during the policy period for 
which you are not at fault, and you have 
uninsured losses, for example your motor 
insurance excess or compensation for 
personal injury, that you need to recover  
we will;
1)	 Provide you or your passengers with help  
	 and advice. You must call the motor  
	 claims helpline on 03333 313 900  
	 straight away, as we will not be able to  
	 cover legal costs that have not been  
	 agreed by us first;
2)	 Put you in touch with our legal  
	 representative, who will assess your  
	 claim; and
3)	 If our legal representative, in their  
	 reasonable opinion, agrees your  
	 claim (including an appeal or defence  
	 of an appeal) has reasonable prospects  
	 of success, we will cover you or your  
	 passengers for legal costs, up to the limit  
	 of indemnity.

If the legal proceedings are going to be 
decided by a court in England or Wales and 
the damages you are claiming are above 

Le
ga

l E
xp

en
se
s 
In
su
ra
nc

e

33

Provided by 
RAC Insurance 

Limited via 
Proximo



the small claims track limit of the county 
court, the legal representative must 
enter into a Conditional Fee Agreement 
which waives their own fees if you fail 
to recover the damages that you are 
claiming in the legal proceedings.

If your claim falls within the small claims 
track of the county court in England and 
Wales the most we will pay the legal 
representative is £400 plus VAT. You will 
be responsible for any costs in excess of 
this.

What is not covered
1)	 A personal injury claim for stress,  
	 psychological or emotional injury  
	 unless you have also suffered a  
	 physical injury.

Section B – Motor Prosecution Defence
What is covered
If you have received a summons, citation 
or requisition for prosecution to attend 
a court for an alleged motoring offence, 
involving your vehicle and occurring 
within the UK during the policy period, 
we will:
1)	 Provide you with help and advice in  
	 respect of the alleged motoring  
	 offences;
2)	 Put you in touch with our legal  
	 representative, who will assess your  
	 case; and
3)	 If in their reasonable opinion, our  
	 legal representative agrees your  
	 claim has reasonable prospects  
	 of success, appoint and pay up to  
	 the limit of indemnity for a suitable  
	 representative to either:
	 a)	 Defend the allegation; or
	 b)	 If you plead guilty to the offence,  
		  look to reduce the impact of the  
		  penalty, where it would otherwise  
		  result in you being disqualified or  
		  suspended from driving. This is  
		  known as a plea in mitigation.
	 c)	 Appeal against your conviction or  
		  sentence.

What is not covered
1)	 We cannot provide help if your summons  
	 relates to violence, alcohol or drugs  
	 related offences or if you had no valid  
	 licence or no licence at all;
2)	 Claims relating to parking offences where  
	 penalty points are not applicable to the  
	 offence.
3)	 We will not pay fines, costs or other  
	 penalties a court of criminal jurisdiction  
	 orders you to pay;
4)	 Mitigation of a guilty plea if, in our  
	 reasonable opinion, it would not make a  
	 material difference to the outcome of  
	 your sentence.

Section C – Motor Vehicle Consumer 
Disputes
What is covered
If you enter into an agreement during the 
policy period and within the UK relating to 
a contract for the sale, purchase, servicing, 
repair, testing, hire or hire purchase of the 
vehicle and wish to claim compensation for 
a breach of that agreement or defend any 
claim relating to that agreement, we will:
1)	 Provide you with help and advice (under  
	 the Telephone Legal Helpline, Section D).  
	 You must call our helpline straight away,  
	 as we will not be able to cover legal costs  
	 that have not been agreed by us first;
2)	 Put you in touch with our legal  
	 representative, who will assess your  
	 case; and
3)	 If our legal representative, in their  
	 reasonable opinion, agrees your claim  
	 has reasonable prospects of success,  
	 we will cover you for legal costs, up to  
	 the limit of indemnity.

Section D – Telephone Legal Helpline
What is covered
We will provide a telephone legal helpline 
service, open 24 hours a day, 365 days a year. 
Just call us on 0333 070 3529.

We will give you initial advice on any private 
legal matter within the UK. Where possible, 
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we will tell you what your legal rights  
are, which options are available to you 
and how best to implement them. We 
will let you know if you need a lawyer.

What is not covered
1)	 Advice where, in our reasonable  
	 opinion, we have already given you  
	 the options available,
2)	 Advice relating to immigration or  
	 judicial review; and
3)	 Advice against us.

General Conditions
The following conditions apply to all 
sections of this policy. If you do not 
comply we can refuse cover and/ or 
cancel your policy.
1)	 You must pay your premium;
2)	 You must request services directly  
	 from us, as we will only provide cover  
	 if we make arrangements to help you;
3)	 If you do not accept an offer which  
	 the legal representative considers  
	 reasonable, we may refuse to pay any  
	 further legal costs.
4)	 We will not cover legal costs:
	 a)	 that have not been agreed by us or  
		  were incurred prior to us accepting  
		  the claim;
	 b)	 for claims arising from:
		  i)	faults in your vehicle or  
			   faulty, incomplete or incorrect  
			   service, maintenance or repair of  
			   your vehicle; or
		  ii)a road traffic collision occurring  
			   during a race, rally or  
			   competition;
5)	 We may withdraw cover if at any point  
	 your claim has less than a 51%  
	 chance of succeeding;
6)	 You must always keep any losses  
	 you incur to a minimum. Ensure you  
	 take steps to prevent any loss in the  
	 first place and don’t do anything that  
	 could unnecessarily increase your  

	 losses or prejudice your claim. If you  
	 do not, we may not cover you and  
	 it may affect your ability to claim. Please  
	 speak to us if in doubt;
7)	 You must notify us of all offers to settle  
	 your claim. We may withdraw cover if we  
	 have not provided written authorisation  
	 to accept or reject an offer to settle  
	 your claim.
8)	 If you do not accept an offer to settle  
	 your claim which the legal  
	 representative considers reasonable,  
	 we may refuse to pay any further legal  
	 costs.
9)	 You must ensure you take steps to  
	 prevent any loss in the first place and  
	 don’t do anything that could  
	 unnecessarily increase your losses or  
	 prejudice your claim. If you do not, we  
	 may not cover you and it may affect  
	 your ability to claim. Please speak to us if  
	 in doubt;
10)	We will need to be able to speak directly  
	 to any legal representative appointed,  
	 or agreed by us, even if this is one you  
	 have chosen;
11)	Whilst we must appoint the legal  
	 representative, you may choose your  
	 own if it becomes necessary to start  
	 court proceedings, or if there is a conflict  
	 of interest. If you wish to do this, please  
	 tell us their name and address so we can  
	 consider your request.
12)	Whilst we must appoint the legal  
	 representative, you may choose  
	 your own if it becomes necessary to start  
	 court proceedings, or if there is a conflict  
	 of interest. If you wish to do this, please  
	 tell us their name and address so we  
	 can consider your request. Your  
	 suggested legal representative must  
	 agree to our standard terms of  
	 appointment. A copy of which is available  
	 upon request. You will be responsible  
	 for any legal costs which are in excess of  
	 the hourly rate that we would normally  
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	 pay to our preferred legal  
	 representative. This amount is  
	 currently £125 per hour (unless the  
	 claim falls within the provision under  
	 Section A relating to claims in the  
	 small claims track of the county  
	 court). This amount may vary from  
	 time to time.
13)	If for any reason we cannot agree  
	 to your suggested legal  
	 representative, we will ask  
	 the Law Society of England and 
	 Wales (or similar body) to  
	 name one
14)	If you have a dispute with us or  
	 complaint about the service provided  
	 by us or a legal representative we 
	 appoint, please let us know using  
	 our complaints procedure. Please  
	 note however, this policy will not  
	 cover any advice or your legal costs  
	 in connection with this or any claim  
	 against us;
15)	We may decide not to issue legal  
	 proceedings, but instead pay you  
	 directly for your claim, for example,  
	 where the legal costs of your claim  
	 are greater than the value of your  
	 claim;
16)	If you have legal expenses cover with  
	 a provider other than RAC or if you  
	 are a member of a trade union and  
	 the cover or membership benefits  
	 provide cover for your claim, we will  
	 not provide cover.
17)	During extreme weather, riots, war,  
	 civil unrest, industrial disputes,  
	 our services can be interrupted.  
	 We will resume our service to you  
	 as soon as we can in these 			 
	 circumstances.

Misuse of your policy You must not:
1)	 Behave inappropriately towards us,  
	 including acting in a threatening or  
	 abusive manner, whether verbally or  
	 physically;
2)	 Persuade or attempt to persuade us into  
	 a dishonest or illegal act;
3)	 Omit to tell us important facts about a  
	 claim in order to obtain a service;
4)	 Provide false information in order to  
	 obtain a service;
5)	 Knowingly allow someone that is not  
	 covered by your policy to try and obtain  
	 a service under it;
If these conditions are not complied with,  
we may:
1)	 Restrict the cover available to you at the  
	 next renewal;
2)	 Refuse to provide any services to  
	 you under this policy with immediate 	
	 effect;

We may also take any of the additional steps 
as set out above if any claim is found to be 
fraudulent in any way, and the policy will 
be cancelled with effect from the date of the 
fraudulent act, and the fraudulent claim 
forfeited. We will not refund any premium. 
We will notify you in writing if we decide to 
take any of the above steps.

Complaints
We are committed to providing excellent 
service. However, we realise that there are 
occasions when you feel you did not receive 
the service you expected.

If you are unhappy with how your policy is 
arranged and administered, for example, the 
way it was sold to you, please contact your 
broker on the number shown on your main 
policy documents.
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If you are unhappy with our services 
please contact us as follows:

Telephone: 0330 159 0610 
In Writing:
Legal Customer Care
RAC Motoring Services
Great Park Road Bradley Stoke Bristol
BS32 4QN
legalcustomercare@RAC.co.uk

Financial Ombudsman Service
In the event that we cannot resolve your 
complaint to your satisfaction under the 
complaints process set out above, you 
may in certain circumstances be entitled 
to refer your complaint to the Financial 
Ombudsman Service at the following 
address:
The Financial Ombudsman Service 
Exchange Tower
London E14 9SR
0800 023 4567 / 0300 123 9123
complaint.info@financial- 
ombudsman.org.uk  
www.financial-ombudsman.org.uk

The Financial Ombudsman Service will 
only consider your complaint once you 
have tried to resolve it with us.

Using this complaints procedure will not 
affect your legal rights.

Financial Services Compensation 
Scheme
RAC Insurance Limited is covered by 
the Financial Services Compensation 
Scheme (FSCS). If it is unable to meet 
its obligations under the relevant 
sections of cover, you may be entitled to 
compensation from the FSCS.

Further information about FSCS 
arrangements is available from the FSCS 
website www.fscs.org.uk

Your Data
When providing you with services under 
your Motor Legal Expenses Insurance cover, 
RAC Motoring Services and RAC Insurance 
Limited are the data controllers of your 
personal data. They mainly collect data 
directly from you and use your personal 
data in order to provide their services, 
including the establishment, exercise or 
defence of a claim. The data they use may 
include information about your health, 
ethnicity or racial origin, sexual orientation, 
or religion (depending on the nature of the 
service you require).

RAC Motoring Services and RAC Insurance 
Limited may share your personal data with 
its service providers and may monitor and 
record any communications with you for 
quality and compliance reasons. For further 
information regarding how they will process 
your personal data and your rights under  
the Data Protection law, please visit RAC.
co.uk/privacy-policy or contact the Data 
Protection Officer by emailing dpo@RAC.
co.uk or by writing to Data Protection Officer, 
RAC, Great Park Road, Bradley Stoke, Bristol, 
BS32 4QN.

Provided by RAC Motoring Services (310208) 
and RAC Insurance Ltd (202737). Registered 
in England, United Kingdom; Registered 
Offices: RAC House, Brockhurst Crescent, 
Walsall WS5 4AW. RAC Motoring Services is 
authorised and regulated by the Financial 
Conduct Authority. RAC Insurance Ltd is 
authorised by the Prudential Regulation 
Authority and regulated by the Financial 
Conduct Authority and the Prudential 
Regulation Authority.
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Welcome

This policy is provided by NCI 
Consultants Limited. Claims are 
managed by Vehicle Rescue Network 
Limited. NCI Consultants Limited and 
Vehicle Rescue Network Limited are 
Appointed Representatives of Jigsaw 
Insurance Services Limited which 
is authorised and regulated by the 
Financial Conduct Authority, Firm 
Reference Number 307654. Jigsaw 
Insurance Services Limited is registered 
in England and Wales. Company 
Registration Number 05052874. 
Registered Office: Rossington’s 
Business Park, West Carr Road, Retford, 
Nottinghamshire, United Kingdom DN22 
7SW.

NCI Consultants Limited and Vehicle 
Rescue Network Limited are wholly 
owned subsidiaries of Jigsaw Insurance 
Services Limited and are part of the PIB 
Group. 

This policy is underwritten by Wakam 
UK Limited, a company registered in 
England and Wales with company 
number 14778827, having its registered 
office at 18th & 19th Floors, 100 
Bishopsgate, London, United Kingdom, 
EC2N 4AG. Authorised by the Prudential 
Regulation Authority and regulated by 
the Financial Conduct Authority and the 
Prudential Regulation Authority under 
Firm Reference Number 995565.

Please note we use our reasonable 
endeavours to monitor the financial 
strength and security of the insurers 

that we recommend to you utilising 
credit ratings provided by an independent 
rating agency. Wakam UK Limited does 
not benefit from a credit rating from a 
recognised rating agency, as opposed to 
having an unacceptable credit rating. We 
were unable to obtain an alternative quote 
from a market with an acceptable credit 
rating.

In the event of the financial failure of 
an insurer compensation in respect of 
premium and unpaid claims will be paid 
by the Financial Services Compensation 
Scheme (FSCS) but is only available for:
- Insurances of a compulsory nature 
(employers’ liability and third-party motor 
insurance as required under the Road 
Traffic Act)
- Professional indemnity insurance
- Claims arising from the death or 
incapacity of the policyholder due to 
injury, sickness or infirmity Commercial 
policyholders are exposed to losses in 
connection with the premiums for unused 
and replacement cover as well as unpaid 
claim for all other classes.

Commercial policyholders are exposed to 
losses in connection with the premiums for 
unused and replacement cover as well as 
unpaid claim for all other classes.

Personal policyholders are protected for 
90% of premiums and unpaid claims for 
certain other classes of insurance. Further 
details can be found from the FSCS. 
Further we cannot guarantee the future 
ability of any insurer to meet policyholder 
obligations and therefore the final decision 
of the choice of insurer and associated 
risks rests with you.
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In the event of an incident and you 
require assistance whilst you are within 
the UK, please call us on:  
0333 331 3868 

This policy provides cover in the UK. 
If you wish to purchase European 
breakdown cover please contact us  
on 0333 331 3770.

If you have broken down on a 
motorway and have no means of 
contacting us or are unaware of your 
location, you can use the nearest SOS 
box and advise the highway officer 
of our telephone number, who can 
contact us to arrange assistance. If a 
highways officer is present at the scene 
please advise them that you have 
contacted us or provide them with  
our telephone number to call us on 
your behalf.

What do you need?
Before we can arrange assistance, we 
will need to validate your cover. In order 
for us to do this quickly and efficiently 
please have the following information 
ready.
•	 Policy details, including policy number 	
	 and a return telephone number.
•	 The location of you and your vehicle  
	 and the nature of the fault.
•	 Registration and make and model of  
	 the vehicle.

Policy Type
Your Fish Rescue breakdown cover is 
vehicle based and covers the vehicle 
insured under the Fish car insurance 
cover. 

All policies provide cover in the UK.

Policy Period
Your Fish Rescue breakdown Policy  is valid 
for 12 months, unless otherwise specified on 
your schedule of cover. 

Call Out Limits
Your Fish Rescue breakdown policy covers 
you for an unlimited number of  
call outs.

Definitions 
Some common terms are used throughout 
this section of cover.. Wherever the following 
words and phrases appear in this booklet 
they will always have these meanings and 
will be in bold. 

‘Additional mileage charge’ 
The rate charged for each mile outside your 
policy’s entitlement inclusive of Local and 
National Recovery
 
 ‘United Kingdom (UK)’
Great Britain and Northern Ireland.

‘Home’
The UK address that we have registered as 
the home address of the policyholder at the 
time of the relevant incident.

‘Incident’
Mechanical or electrical failure, running out 
of fuel or charge, flat battery, accidental 
damage to tyres, lost or broken keys or keys 
locked within the covered vehicle that, if 
in our opinion, prevents you from safely or 
legally driving your vehicle. 

Within the UK only: misfuelling, accidental 
damage, vandalism, fire, theft or attempted 
theft with recovery up to a maximum of 20 
miles of the incident.

‘Local Garage’ 
A garage or dealership within 20 miles of the 
place of the incident.
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‘Market Value’
The amount that the market would pay 
for the vehicle. The market value of 
the vehicle includes factors such as age, 
make, model, miles travelled and general 
condition of the vehicle. We may use 
recognised industry publications, such as 
Glasses Guide, Parkers, and Auto Trader 
to assist us in calculating the amount.

‘Policy’
The service provided by NCI Consultants 
Limited. 

‘Policy Period’
Cover commences on the policy 
inception date specified in your 
schedule of cover.

‘Recovery Operator’
Our independent agent that we  
contract to assist you at the scene of  
your incident and to recover your  
vehicle if appropriate.

 ‘Schedule of Cover’
Details of the specified vehicle(s), 
policyholder(s), policy period, level  
and type of cover.

Specialist equipment
Specialist lifting equipment we don’t 
routinely carry, used when your vehicle 
can’t be recovered or accessed safely 
with a standard recovery vehicle. For 
example, when a vehicle has left the 
highway; is standing on soft ground; is 
in a precarious or inaccessible position, 
challenging terrain, or confined space. 
Examples include, but not limited to, 
winches, cranes, dollies, and skates.

‘Vehicle’
The vehicle(s) specified on your 
Schedule of Cover as being eligible for 
this cover.

‘We, our, us’  in the UK Breakdown Recovery 
section, this means NCI Consultants Limited, 
Appointed Representative of Jigsaw 
Insurance Services Limited on behalf of 
Wakam UK Limited.

‘You or Your or Driver or Policyholder’
The policyholder or any person who is 
travelling with, and who requests assistance 
for the vehicle that is registered under  
the policy.

Levels of Cover	
Roadside Assistance with  
Local Recovery
What is covered
Following an incident occurring within the 
UK we will:
•	 Pay the call out fees and charges  
	 for one hours roadside labour for a  
	 recovery operator to attend to the  
	 scene of the incident to either:
•	 Complete a temporary repair to the  
	 vehicle within an hour
•	 Or, if roadside assistance is not  
	 available or in the recovery  
	 operator’s opinion, a temporary  
	 repair is not possible, we will arrange  
	 and pay the costs of transportation of  
	 8 passengers, including the driver,  
	 to be recovered to a single destination  
	 within 20 miles of the incident. 
•	 If you require, we will relay telephone  
	 messages to others and advise them 
	  of your predicament.

Please note: recovery cannot be used as a 
way of avoiding repair costs. If you decline 
the service being offered we  
will be unable to offer further assistance 
once our recovery operator has left the 
scene of the incident. You are responsible 
for instructing the garage to carry out any 
repairs. If there is no suitable repairer within 
20 miles of the incident an additional 
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mileage charge may be applied, subject 
to availability. You will have to pay us by 
debit or credit card before this can be 
arranged.

What is not covered
•	 Vehicles that are not taxed or do not  
	� hold a valid MOT certificate , except 

where the vehicle is exempt.
•	� Any request for service where a 

permanent repair has not been taken 
following a previous breakdown or 
temporary repair being made, unless 
in transit immediately following a 
temporary repair to a repairing garage.

•	 Any indirect costs such as lock  
	 replacement, new keys and any  
	 replacement or repair of tyres.
•	 Repair and labour costs other than an  
	 hour’s roadside labour at the scene.
•	 The cost of any parts, components or  
	 materials used to repair the vehicle.
•	 All items listed under the ‘General  
	 Cover Exclusions’.

National Recovery
What is covered
Includes all the benefits offered under 
‘Roadside Assistance with Local 
Recovery’ plus if the repairs cannot be 
completed by a local garage within the 
same working day, we will either: 
•	 Recover you, your vehicle and your  
	 passengers to your home or if you  
	 would prefer and it is closer, your  
	 preferred destination within the 
	  territorial limits (UK) or
•	� Contribute towards alternative travel 

for 	you and your passengers to your 
home or if you would prefer and it 
is closer, your  preferred destination 
within the territorial 	 limits (UK) 
(see General Cover Inclusions for full 
details); 

•	 Or contribute towards emergency  
	 overnight accommodation for you  
	 and your passengers (see General Cover  
	� Inclusions for full details). 
•	 If your preferred destination is further than 	
	 20 miles from your home, we can take you 
 	 the extra distance at an additional    
	 mileage charge, subject to availability.  
	 You will have to pay us by debit or credit 	
	 card before this can be arranged.

What is not covered
•	� Vehicles that are not taxed or do not hold 

a valid MOT certificate, except where the 
vehicle is exempt.

•	 Any request for service where a  
	 permanent repair has not been taken 
	 following a previous incident or  
	� temporary repair being made, unless in 

transit immediately following a temporary 
repair to a repairing garage.

•	 The recovery of the vehicle and  
	 passengers if repairs can be carried  
	 out at or near the scene of the  
	 incident within the same working  
	 day. 
•	 More than 20 miles recovery, if  
	 recovery is due to any of the following  
	 reasons: - loss of or breakage of keys,  
	 keys locked within your covered  
	 vehicle, the use of incorrect fuel,  
	 running out of fuel or charge, flat tyre  
	 or puncture.

If you or any of your passengers  
cannot access the cabin of the  
recovery truck, we will provide cover  
for, and where possible, help  
arrange disabled access.
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At Home Assistance 
What is covered
If the incident is reported when the 
vehicle is at the registered home 
address or within a quarter mile  
radius of the registered home  
address. If we are unable to repair  
your vehicle we will recover it  
to a local garage.

General Cover Inclusions
Alternative Travel 
What is covered
If we agree it is necessary to provide 
alternative travel we will:
•	� Pay up to £250 towards the cost of  

alternative transport or car hire for up 
to 8 passengers, including the driver, 
to continue your journey. 

Please note: This service is offered for 
National Recovery in the UK. Car hire is 
subject to availability and the suppliers 
Terms and Conditions. It may be 
provided on a pay and claim basis.

What is not covered
•	� The cost of alternative transport other  

than to your home or original 
destination and a return trip to collect 
your repaired vehicle.

•	� Alternative travel if repairs can be 
carried out at or near the scene of the 
incident.

•	 The cost of fuel or oil used in any  
	 replacement car and or any additional  
	 insurance offered by the supplier of a  
	 hire car.
•	 Hire cars fitted with but not limited to:  
	 roof racks and tow bars. 

Please note: The car hire agreement will 
be between you and the relevant supplier 
and will be subject to that supplier’s Terms 
and Conditions. These will include but not 
limited to:
•	 Production of a full driving licence valid at  
	 the time of issue of the hire car.
•	 Production of a credit or debit card with  
	 sufficient funds for the supplier to take  
	 a deposit.
•	 Meeting the suppliers required age  
	 limitations.
•	� The excess payable under any insurance 

for the hire car.

Emergency Overnight Accommodation 
What is covered
If we agree it is necessary to provide 
alternative accommodation we will:
•	 Pay up to £150 per passenger  
	 (including the driver).
•	 Pay up to a maximum of £500 per  
	 incident. 

Please note: this service is offered on a pay 
and then claim basis for National Recovery in 
the UK. We will only reimburse claims when 
we receive a valid receipt (which must be 
produced within 30 days of claim) and where 
we have agreed it was necessary to offer 
this service. The maximum payment per 
incident will be £500. 
 
What is not covered
•	 Overnight accommodation if repairs  
	 can be carried out at or near the scene  
	 of the incident.
•	 The cost of food, drinks, telephone  
	 calls or other incidentals.
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Caravans and Trailers
If your vehicle breaks down and your 
caravan or trailer is attached, providing 
the caravan or trailer is fitted with a 
standard towing hitch and does not 
exceed 7 metres in length, your caravan 
or trailer will be recovered to the same 
destination as your vehicle at no extra 
cost to you.

What is not covered
•	� An incident to the caravan or trailer 

itself.

Misfuelling
•	 If the incorrect fuel has been added  
	 to your vehicle, we will arrange for  
	 the draining and disposal of the fuel,  
	 plus provide up to 10 litres of the  
	 correct fuel. If this does not resolve the  
	 incident, we will recover your vehicle  
	 up to 20 miles.

General Cover Terms
Applying to all sections
1.	 We will provide cover if:
	 a.	 You have met all the Terms and  
		  Conditions 
	 b.	 The information provided to us,  
		  as far as you are aware, is correct.
2.	 Where safe to do so, the driver of the  
	 vehicle must remain with or near the  
	 vehicle until help arrives.
3.	 It is your responsibility to take the  
	 vehicle to a garage or dealer 		
	 immediately after any temporary  
	 repair, in order to have the fault  
	 permanently repaired. 
4.	� Any repairs completed at the 

roadside, including boost starts, are 
classed as temporary repairs. 

5.	 In the case of punctures or damage to  
	 wheels, if we are unable to repair or  
	 replace the tyre and/or wheel at the  
	 roadside you will be recovered within  
	 20 miles only.
6.	 If we are able to carry out a temporary  
	 repair at the roadside, you must  
	 accept the assistance being provided  
	 and immediately pay the recovery 		
	 operator for any parts supplied and  
	 fitted by credit or debit card.
7.	 Except for guide dogs, we will only allow  
	 animals in our vehicles at the recovery  
	 operator’s discretion. 
8.	 Any animals can remain in your 		
	 vehicle at your own risk. We will not 	
	 be liable for any injury to animals, or  
	 damage caused by them. We will not  
	 be responsible for any costs relating  
	 to animals.  
9.	 We reserve the right to charge  
	 you for any costs incurred as a  
	 result of incorrect location details  
	 being provided. 
10.	In the event you use the service and  
	 the fault is subsequently found not  
	 to be covered, we reserve the  
	 right to reclaim any monies from  
	 you in order to pay for the service  
	 not covered.
11.	The repair must be carried out if the  
	 vehicle is recovered to a garage and  
	 the garage can repair the vehicle  
	 within the terms stated. You must  
	 have adequate funds to pay for the  
	 repair immediately. If you do not  
	 have funds available, any further  
	 service related to the claim will  
	 be denied.
12.	You must have adequate funds to  
	 pay for alternative transport or  
	 overnight accommodation costs  
	 immediately. If you do not have funds  
	 available, any further service related  
	 to the claim will be denied.
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13.	We reserve the right to recover your  
	 immobilised vehicle in accordance  
	 with and subject to any legislation  
	 regarding drivers’ working hours.
14.	If you have a right of action against a  
	 third party, you shall co-operate with  
	 us to recover any costs incurred  
	 by us. 
15.	If you are covered by any other  
	 contract or policy for any  
	 costs incurred by us, you will be  
	 required to reimburse us within 14  
	 days of our request to you for any  
	 costs we have paid out. 
16.	You will be required to reimburse us  
	 within 14 days of our request to you  
	 any costs we have paid out on your  
	� behalf which are not covered under 

the terms of your cover.
17.	If the cost of recovery to your home  
	 or onward destination exceeds the  
	 market value of the vehicle, we  
	 reserve the right to pay the market  
	 value of the vehicle and pay for  
	 alternative transport home, rather  
	 than providing further assistance.

UK Breakdown Recovery  
General Cover Exclusions
1.	� If the vehicle is deemed to be illegal,  

untaxed, has no valid MOT, not 
covered,  un-roadworthy or 
dangerous to transport. 

2.	 Any liability for the diagnosis of a fault,  
	 or cause of a breakdown by our  
	 recovery operators. 
3.	� Any costs or expenses not authorised  

by us, including storage charges 
within the UK. 

4.	 Any winching costs or the use of  
	 specialist recovery equipment  
	� including, but not limited to winches, 

cranes, dollies and skates. 

5.	 Any request for service if the vehicle  
	 cannot be reached or is immobilised  
	 due to snow, mud, sand or water or  
	 where the vehicle is not accessible  
	 or  cannot be transported safely  
	 and legally using a standard  
	 transporter. 
6.	 Any damage to your vehicle or  
	 its contents whilst being recovered,  
	 stored or repaired and any liability  
	 or consequential loss arising from  
	 any act performed in the execution of  
	 the assistance services provided. 
7.	 Any request for service when the  
	 keys for the vehicle have been 		
	 stolen or are believed to have  
	 been stolen.
8.	 Claims not notified and authorised  
	 prior to expenses being incurred.
9.	 The charges of any other company,  
	 including police recovery, except  
	 those authorised by us.
10.	During extreme weather, riots,  
	 war, civil unrest, industrial disputes,  
	 our services can be interrupted.  
	 We will resume our service to you  
	 as soon as we can in these  
	 circumstances. 
11.	Fines and penalties imposed by  
	 courts.
12.	Any charges where you, having  
	 contacted us, arrange recovery or  
	 repairs by other means unless we  
	 have agreed to reimburse you.
13.	A request for service following any  
	 intentional or wilful damage caused  
	 by you to your vehicle.
14.	Faults with the covered vehicle that  
	 do not prevent the vehicle from  
	 being safely and legally driven.
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15.	Incidents caused by failure to  
	 maintain the vehicle in a roadworthy  
	 condition including maintenance or  
	 proper levels of oil and water.
16.	Any request for service where the  
	 vehicle is overloaded or carrying  
	 more passengers than it is designed  
	 to carry.
17.	Any request for service if the vehicle  
	 is being used for motor racing, rallies,  
	 public hire, private hire, courier  
	 services (unless an additional  
	 premium has been agreed and paid  
	 which means the vehicle is covered 		
	 for courier services) or any contest or  
	 speed trial. 
18.	Vehicles that are not secure or have  
	 faults with windscreen wipers,  
	� windscreen washer jets, electric 

windows, sun roofs, convertible roofs 
or locks not working, unless the fault 
occurs during the course of a journey 
and your safety is compromised. 

19.	Vehicles with modifications which  
	 impede our ability to assist,
20.	�Any false or fraudulent claims (we 

retain  the right to prosecute and or 
report any fraudulent activity to the 
police).

21.	�Failure to comply with requests 
by us or our recovery operators 
concerning the assistance being 
provided.

22.	�Recovery of the vehicle to your 
home once it has been repaired.

23.	�Any claims relating to windscreen, 
rear or  side window damage 
including cracks, chips or breakages.

24.	�Any fault caused by frozen liquids in 
pipes or tubes or frozen locks caused 
by very low temperatures.

25.	Toll and sea transit charges for the  
	 covered vehicle within the UK.

26.	�Any cost that would have been incurred if  
no claim had arisen.

27.	�Direct or indirect loss, damage or liability 
caused by, contributed to or arising from: -

a)	 Ionising radiation or contamination by  
	 radioactivity from an irradiated nuclear  
	 fuel or from nuclear waste from the  
	 combustion of nuclear fuel.
b)	 The radioactive, toxic, explosive or  
	� other hazardous properties of any nuclear 

assembly or nuclear component thereof.
c)	� Any results of war, invasion, act of 

foreign enemy, hostilities (whether war 
be declared or not), civil war, rebellion, 
revolution, military or usurped power.

Our Rights to Refuse Cover
We reserve the right to refuse to provide 
service:
1.	 Where remedial action has not been  
	 taken following a previous incident  
	 or temporary repair being made,  
	 unless in transit immediately  
	 following a temporary repair to a  
	 repairing garage. 
2.	 If you or your passengers are being  
	 obstructive in allowing us to provide  
	 the most appropriate assistance  
	 or are abusive to us or our recovery  
	 operators.
3.	 If, in our opinion, the vehicle is found  
	 to be un-roadworthy due to lack of  
	 maintenance, unless servicing records  
	 can be provided.
4.	 Where the vehicle is fitted with  
	 Run Flat Tyres and you do not drive  
	 immediately to the nearest garage  
	 able to complete repairs.
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Making a Complaint 
If at any time you have any query  
or complaint regarding the way the  
policy was sold, you should refer  
to Fish Insurance.

We aim to give a high level of service  
at all times. However if you have a 
complaint about the service you  
have received please contact
  
Fish Rescue
Jigsaw Insurance Services Limited:
Phone:	 01423 535 795
Email:	 
customerrelations@pib-insurance.com

Post:	 Jigsaw Insurance Services Limited
		�  59 Copthall Bridge 

Station Parade 
Harrogate 
HG1 1TT  

If your complaint relates to the service 
provided or to a claim, Jigsaw Insurance 
Services Limited will deal with your  
complaint.

We will contact you within five working 
days of receiving your complaint to 
confirm what action we are taking. We 
will try to resolve the problem and give 
you an answer within four weeks. If it 
takes us longer than four weeks we will 
tell you when you can expect an answer. 

Financial Ombudsman  
If We have not completed our investigations 
into your complaint within 8 weeks of 
receiving your complaint or if you are not 
happy with our Final Response, you may 
ask the Financial Ombudsman Service (FOS) 
to look at your complaint. If you decide 
to contact them, you should do so within 
6 months of receiving our Final Response 
Letter.

For more information regarding the scope 
of the Financial Ombudsman Service please 
refer to www.financialombudsman.org.uk

How we use your data
Wakam’s Data Protection 
This data protection notice refers to the 
breakdown recovery section.

When we say ‘we/our/us’ this means Jigsaw 
in this sub-section. 

You must inform all named individuals on 
the policy that their personal information 
has been provided to us and ensure they 
know where to find our Privacy Notice. 

For a full copy of our Privacy Notice, 
which outlines in detail how we and any 
other parties (including, but not limited 
to, Wakam) may use any personal data, 
together with all of your rights and how to 
exercise these, just follow this link: https://
www.pibgroup.co.uk/privacy

To find out how Wakam will use your 
personal data, please go to this link which 
will detail their Privacy Notice. https://www.
wakam.com/en/privacy-policy-wakam-uk/ 
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Your privacy is important to us and we 
assure you and any named individuals 
that we will respect any personal data 
and only use it as specified in our Privacy 
Notice. 

All phone calls, emails and any other 
written or electronic communications 
with us may be monitored and recorded 
and the recordings used for fraud 
prevention and detection, training and 
quality control purposes. 

For details about your rights and how to 
exercise them, please visit the link to our 
Privacy Notice above. 

You can ask us at any time for details of 
the information that we hold about you. 
You can submit a request through Jigsaw 
Insurance Services Limited, 59 Copthall 
Bridge, Station Parade, Harrogate, HG1 
1TT. 

20240910 

U
K
 B
re
ak
do

w
n 
R
ec
ov

er
y

47

Provided  
by NCI  

Consultants 
Limited



UK Breakdown Recovery 
In the event of a breakdown please call:

Fish Insurance, Southgate House, Southgate Street, Gloucester, GL1 1UB
T: 0333 331 3900    E: info@fishinsurance.co.uk    www.fishinsurance.co.uk

Fish Insurance is authorised and regulated by the Financial Conduct Authority under Firm Reference 310172. Fish Insurance 
is registered in England and Wales. Company Registration Number 4214119. Registered Office: Rossington’s Business Park, 
West Carr Road, Retford, Nottinghamshire, DN22 7SW.

FD241010

0333 331 3868


