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Only valid when issued with a Voyager Plus Insurance 2018/19 policy 
wording and valid certificate. 

Valid for issue no later than 28th February 2019.

Voyager Plus Insurance
Policy Options Wording

2018/19

Attaches to and forms part of the Voyager Plus Insurance policy wording when issued 
with a valid certificate of insurance listing the options you have selected from the range 

detailed herein and where you have paid the appropriate additional premium for such 
policy options listed on your certificate of insurance.

Policy options benefits schedule                                                                                                          Limits  £/€           Excess £/€

Option 1 Section 20. Enhanced travel or terrorism disruption * (details of this section are shown in the main policy wording)

20.1  Extended cancellation or curtailment
20.2  Extended travel delay (a) £/€ after 12 hrs delay (b) £/€ each 12 hrs
         thereafter (c) £/€ max
20.3  Abandonment or additional expenses
20.4  Extended missed departure
20.5  Accommodation costs

5,000
(a) 40 (b) 20 

(c) 200
5,000
1,000
5,000

50
Nil

50
50
50

Option 2 Section 21. Gadget insurance** (details of this section are shown in the main policy wording)

Number of Gadgets insured 
21.1  Overall limit
                   maximum per item
21.2  Unauthorised usage costs (per incident)

Up to 5
2,000
750

500 (100)

50***
(100****)

50

Option 3 Section 22. Cruise plus insurance

22.1  Rejoin your cruise
22.2  Missed port departure
22.3  Cabin/stateroom confinement (amount per day)
22.4  Itinerary change (per port)
22.5  Unused excursions
22.6  Cruise interruption

500
1,000

1,000 (100)
500 (100)

500
1,000

50
Nil
Nil
Nil
50
Nil

Option 4 Section 23. Business plus insurance

23.1  Business equipment - overall limit
 maximum per item, pair or set 
                  samples
                  emergency courier expenses
23.2  Business equipment hire/delay after 12 hours (amount per day)
23.3  Business money (cash limit)
23.4  Staff replacement costs
23.5  Personal accident (additional to section 4)
 maximum payable in the event of death 
                  maximum payable in the event of death if under 16
23.6  Baggage delay - emergency purchases after 12 hours delay 
 after 24 hours delay 

1,000
500
500
200

500 (50)
1,000 (500)

2,500
30,000
5,000
1,000
100
500

50
Nil
Nil
50
Nil
50
50
Nil

Nil

Option 5 Section 24. Sports Equipment and Cycle insurance      

24     Sports Equipment and Cycle insurance - overall limit
                  maximum per item

1,500
750

50***
100****

Option 6 Section 25. Golf insurance

25.1  Golf equipment - overall limit
 maximum per item
25.2  Golf equipment hire (amount per day)
25.3  Green fees (amount per day)

2,000
250

200 (40)
300 (75)

50
Nil 
Nil
Nil

Option 7 Section 26. Wedding insurance

26.1  Ceremonial attire
26.2  Wedding gifts, per couple (maximum per item, pair or set)
26.3  Wedding rings
26.4  Photographs and video recording

1,500
1,000 (250)

250
750

50
50
50
50

Option 8 Section 27. HolidayFromHellInsurance™

27     Travel Dispute Professional Fees 25,000 50

*Applicable to travel arrangements that do not form part of a package holiday. ** not available on Longstay policies in excess of 120 days.
*** Excess applicable to Accidental Damage, Theft, or Malicious Damage claims. **** Excess applicable to Loss claims. 



2

22.4 Itinerary change
You are covered up to the amount shown in the policy 
options benefits schedule for each missed port in the 
event your scheduled port visit is cancelled due to 
adverse weather or timetable restrictions.

You must get written confirmation from your cruise 
operator, carrier or tour operator confirming your scheduled 
port visit was cancelled and the reason for the cancellation.

You are not covered for
a. claims arising from a missed port caused by strike or 

industrial action if the strike or industrial action was 
notified at the time that the insurance was purchased.

b. any claim arising from your ship’s failure to put people 
ashore due to the mechanical or operational failure of 
the ship’s tender (or any other boat used to transport 
passengers to shore).

c. your failure to attend the excursion as per your 
itinerary.

d. any claim where a monetary amount, including but not 
limited to on board credit or other compensation, has 
been offered to you by the ship or tour operator.

e. any claim where you do not have written confirmation 
from your cruise operator, carrier or tour operator 
confirming your scheduled port visit was cancelled.

Please also refer to the general exclusions and 
conditions.

22.5 Unused excursions
You are covered up to the amount shown in the policy 
options benefits schedule for the cost of pre-booked, 
pre-paid and non-refundable excursions, which you 
were unable to use as a direct result of being a hospital 
in-patient or being confined to your cabin, due to an 
accident or illness which is covered under section 2 – 
emergency medical expenses of the policy.

You are not covered for
a. any claim as a result of being a hospital in-patient 

where we have not been contacted and/or a 
recommended hospital has not been appointed by us.

b. any claim arising directly or indirectly from any pre-
existing medical condition unless you have declared 
all pre-existing medical conditions to us and we have 
written to you accepting them for insurance.

c. any claim as a result of cabin confinement where 
written confirmation is not provided by your ship’s 
medical officer that you were confined to your cabin 
and confirming the length of your confinement.

Please also refer to the general exclusions and 
conditions.

22.6 Cruise interruption
You are covered up to the amount shown in the policy 
options benefits schedule for necessary additional travel  
expenses by the most direct route and additional 
accommodation (room only), that is agreed by us and 
necessarily incurred by you;
a. to reach the next docking port in order to re-join the 

cruise, or 
b. to reach the final destination of your cruise, following 

your cruise being necessarily and unavoidably 
interrupted as a result of; 
i. your passport being lost after your international 
departure but before embarkation of your planned 
cruise or during disembarkation ashore on one of the 
scheduled stops as a result of loss or theft, or 
ii. it being deemed medically necessary by a medical 
practitioner for you to accompany and assist an 
insured person who is admitted as an in-patient that 
is covered under section 2 – emergency medical 
expenses of the policy, or 
iii. you being detained by local police as a result of 
being a witness or being required to give evidence 
as a result of your participation in a road traffic 
accident, or criminal investigation where you are not 
the accused.

If, at the time of requesting our assistance in the event 
of a cruise interruption claim, satisfactory medical or 
other evidence required by us is not supplied in order 
to substantiate the claim, we will make all necessary 
arrangements at your cost and arrange appropriate 
reimbursement as soon as the claim has been validated.

You are not covered for
a. any claim for loss of passport not reported to the 

police or other authority within 48 hours of discovery 
and which you do not get a written report.

b. any travel costs where you failed to contact us for 
approval prior to arranging travel and so we could 
provide assistance with any travel arrangements. 
Failure to do so can result in the claim being declined.

Option 1 - Section 20
Enhanced travel or terrorism 
disruption
The following option only applies if you have paid 
the appropriate additional premium as shown on your 
certificate.

Please refer to the main policy wording for details of this 
section.

Option 2 - Section 21
Gadget Insurance
The following option only applies if you have paid 
the appropriate additional premium as shown on your 
certificate. 

Please refer to the main policy wording for details of this 
section.

Option 3 - Section 22
Cruise plus insurance
The following option only applies if you have paid the 
appropriate additional premium as shown on your 
certificate. 

Definitions applicable to this section
Cruising/cruise holiday means living or travelling on a 
cruise ship for any period of time.

22.1 Rejoin your cruise cover
You are covered up to the amount shown in the policy 
options benefits schedule for necessary additional travel  
expenses by the most direct route and additional 
accommodation (room only) that is agreed by us to reach;

a. the next docking port in order to re-join the cruise, or
b. to the final destination of your cruise, following your 

temporary illness or injury requiring hospital treatment 
on dry land which is covered under section 2 – 
emergency medical expenses.

If, at the time of requesting our assistance to rejoin your 
cruise, satisfactory medical or other evidence required by 
us, is not supplied in order to substantiate the claim, we 
will make all necessary arrangements at your cost and 
arrange appropriate reimbursement as soon as the claim 
has been validated.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. any costs where transportation or accommodation 
costs are payable or refundable by the cruise operator.

c. any claim arising directly or indirectly from any pre-
existing medical condition unless you have declared 
these to us and we have written to you accepting 
them for insurance.

d. any claim as a result of an insured person being 
a hospital in-patient where the condition was not 
covered under section 2 – emergency medical 
expenses, or where we have not been contacted and/
or a recommended hospital has not been appointed 
by us and where you have not obtained a medical 
certificate from the medical practitioner in attendance 
confirming it was medically necessary for you to 
accompany and assist an insured person admitted as 
an in-patient for an insured condition.

e. any travel costs where you failed to contact us for 
approval prior to arranging travel and so we could 
provide assistance with any travel arrangements. 
Failure to do so can result in the claim being declined.

Please also refer to the general exclusions and 
conditions.
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Insurers
This insurance is arranged by Voyager Insurance 
Services Ltd.  All sections are underwritten by Sirius 
International Insurance Corporation UK Branch, Floor 
4, 20 Fenchurch Street, London, EC3M 2BY. Authorised 
by the Prudential Regulation Authority and regulated 
by the Financial Conduct Authority and the Prudential 
Regulation Authority. Financial Services Register number 
202912. Member of the Association of British Insurers.

Voyager Insurance Services Ltd is authorised and 
regulated by the Financial Conduct Authority. FRN 
305814.

You can check these details on the Financial Services 
Register by visiting the FCA’s website on www.fca.org.
uk/register or by contacting them on 0800 111 6768.

22.2 Missed port departure
You are covered up to the amount shown in the policy 
options benefits schedule for necessary additional travel 
expenses by the most direct route and additional 
accommodation (room only) that is agreed by us to join 
your cruise ship journey at the next docking port if you 
fail to arrive at the international departure point in time to 
board the ship on which you are booked to travel on the 
initial international journey of your trip as a result of;
a. the failure of scheduled public transport, or
b. an accident to or breakdown of the vehicle in which 

you are travelling, or
c. an accident or breakdown occurring ahead of you 

on a motorway or dual carriageway which causes 
an unexpected delay to the vehicle in which you are 
travelling, or

d. strike or industrial action or adverse weather conditions.

If, at the time of requesting our assistance in a missed 
port departure claim, satisfactory evidence required by 
us, is not supplied in order to substantiate the claim, we 
will make all necessary arrangements at your cost and 
arrange appropriate reimbursement as soon as the claim 
has been validated.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. claims arising directly or indirectly from; 
i. strike or Industrial action or air traffic control delay 
existing or publicly declared by the date this insurance 
is purchased by you or the date your trip was booked 
whichever is the later. 
ii. an accident to or breakdown of the vehicle in which 
you are travelling for which a professional repairers 
report is not provided. 
iii. breakdown of any vehicle in which you are 
travelling if the vehicle is owned by you and has not 
been serviced properly and maintained in accordance 
with manufacturer’s instructions. 
iv. withdrawal from service (temporary or otherwise) 
of an aircraft or sea vessel on the recommendation of 
the Civil Aviation Authority or a port authority or any 
such regulatory body in a country to/from which you 
are travelling.

c. additional expenses where the scheduled public 
transport operator has offered suitable alternative 
travel arrangements.

d. additional expenses where your planned arrival time at  
the port is less than 3 hours in advance of the sail 
departure time if you are travelling independently and 
not part of an integrated cruise package.

Special conditions relating to section 22.2 
a. in the event of a claim arising from any delay arising from  

traffic congestion you must obtain written confirmation 
from the police or emergency breakdown services of 
the location, reason for and duration of the delay.

b. you must allow sufficient time for the scheduled public 
transport or other transport to arrive on schedule and 
to deliver you to the departure point.

Please also refer to the general exclusions and 
conditions.

22.3 Cabin/stateroom confinement
You are covered up to the amount shown in the policy 
options benefits schedule for each 24 hour period that 
you are confined by the ships medical officer, to your 
cabin or stateroom due to your compulsory quarantine, 
or for medical reasons during the period of the trip.

You are not covered for
a. any claim arising directly or indirectly from any pre-

existing medical condition unless you have declared 
all pre-existing medical conditions to us and we have 
written to you accepting them for insurance.

b. any confinement to your cabin where you are unable to  
provide written confirmation from your ship’s medical 
officer confirming you were confined to your cabin, the  
reason for and the length of your confinement.

c. any additional period of confinement or compulsory 
quarantine;

 i. relating to treatment or surgery, including exploratory 
tests, which are not directly related to the injury or  
illness which made your confinement necessary.

 ii. following your decision not to be repatriated after 
the date when in our opinion, it is safe to do so.

d. confinement or necessary quarantine; 
i. relating to any form of treatment or surgery which in  
our opinion (based on information received from the  
ship’s doctor or other medical practitioner in attendance) 
can be delayed until your return to your home country. 
ii. as a result of a tropical disease where you had not 
had the recommended inoculations and/or taken the 
recommended medication.

Please also refer to the general exclusions and 
conditions.



f. laptop computers and/or accessories, photographic, audio, 
video, electrical and computer equipment carried in ‘checked-
in’ baggage, or not carried in your hand luggage while you 
are travelling on public transport.

g. any claim if you have claimed under another policy section or 
policy option.

h. any claim for business equipment delay, if you cannot 
supply receipts for the essential items purchased and written 
confirmation from the carrier as to the length of the delay.

i. claims where you or your employer are unable to provide 
receipts or other proof of ownership wherever possible for 
the items being claimed.

Please note you should make claims relating to loss, theft or 
damage of your business equipment while being held by an 
airline, to the airline first. Any money you get under this policy 
will be reduced by the amount of compensation you receive 
from the airline for the same event.

Please also refer to the general exclusions and conditions.

23.3 Business money

You are covered up to the amounts shown in the policy options 
benefits schedule for the loss or theft of business money during 
your trip, which is your property (if self-employed) or your 
employer’s property whilst being carried on your person or left 
in a locked safety deposit box.

You are not covered for
a. the amount of the excess shown in the benefits schedule in 

respect of each claim unless the excess waiver option has 
been selected and this is shown on your certificate.

b. loss or theft of your business money not reported to the 
police within 24 hours of discovering the loss, or as soon 
as possible after that, and a written report obtained, which 
includes the crime reference number, in the country where 
the incident occurred.

c. any loss if you have not taken necessary steps to prevent a 
loss happening.

d. loss or theft of business money that is; 
i. not on your person, or 
ii. not deposited in a safe, a safety deposit box or similar 
fixed container in your trip accommodation. 
iii. loss or theft of business money that does not belong  
to your employer or you, if you are self employed. 
iv. loss or theft of travellers cheques, if the issuer provides a 
replacement service. 
v. depreciation in value, currency changes or shortage 
caused by any error or omission.

e. claims arising from delay, detention, seizure or confiscation 
by customs or other officials.

f. anything that can be replaced by the issuer.
g. claims where you or your employer are unable to provide 

receipts or other proof of ownership wherever possible for 
the items being claimed.

h. any claim if you have claimed under another policy section or 
policy option.

Please also refer to the general exclusions and conditions.

23.4 Staff replacement costs

You are covered up to the amount shown in the policy options 
benefits schedule for necessary additional return travel and 
accommodation expenses (on a bed & breakfast basis) for 
you or a business colleague to complete essential business 
commitments that were left unfinished due to;
a. your medical repatriation, death, hospitalisation, or 

temporary total disablement (which lasts for a continuous 
period of at least 72 hours) occurring during your trip and as 
certified by a medical practitioner), or

b. the death, injury or illness (occurring in your home country 
during the period of the trip) of your relative or close 
business associate.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. any air travel costs in excess of a return economy/
tourist class ticket.

c. accommodation costs other than on a bed and 
breakfast basis i.e. the cost of the room plus breakfast.

d. anything that you are not covered for under section 
2 – emergency medical expenses.

Please also refer to the general exclusions and 
conditions.

c. any claim as a result of an insured person being 
a hospital in-patient where the condition was not 
covered under section 2 – emergency medical 
expenses of the policy, or where we have not been 
contacted and/or a recommended hospital has 
not been appointed by us and where you have not 
obtained a medical certificate from the medical 
practitioner in attendance confirming it was medically 
necessary for to accompany and assist an insured 
person admitted as an in-patient for an insured 
condition.

d. any claim arising directly or indirectly from any pre-
existing medical condition unless the insured person 
has declared all pre-existing medical conditions to 
us and we have written to them accepting them for 
insurance. 

e. any claim where you have been detained by local 
police that is not evidenced by a written report from 
the local police confirming the reason and period of 
your detention, or reason and period in which you 
were required to give evidence, that necessitated you 
missing the scheduled departure of your cruise.

Please also refer to the general exclusions and 
conditions

Option 4 - Section 23
Business plus insurance
The following option only applies if you have paid the 
appropriate additional premium as shown on your 
certificate. 

Definitions applicable to this section 
Business equipment means computer equipment, 
communication devices and other business related 
equipment which you need in the course of your business,  
trade or profession, which is not insured on a company 
policy and is carried by you in the course of your business  
trip. The equipment must be owned by your employer or 
if you are self-employed it must be owned by you.

Close business associate means any person whose 
absence from business for one or more complete days at  
the same time as your absence prevents the effective 
continuation of that business. A senior manager or 
director of your business must agree to this.

Business money means cash or money orders held 
by you for business purposes which is not insured on a 
company policy.

23.1 Business equipment
You are covered up to the amounts shown in the policy 
options benefits schedule for the value or repair of your 
business equipment or business sample as a result of 
their accidental loss, theft, damage or destruction (after 
allowing for wear, tear and depreciation).
You are also covered up to the amount shown in the 
policy options benefits schedule for any emergency 
courier expenses you have necessarily incurred, in 
obtaining and replacing any business equipment which 
is essential to your intended business itinerary after theft 
or damage to your business equipment that is covered 
under business equipment. You must keep receipts for 
all courier expenses you incurred.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. claims arising out of your participation or engagement 
of manual work in connection with your business, 
trade, profession or occupation.

c. more than the amount shown in the policy options 
benefits schedule for any one item, pair or set. In the 
event of a claim for a pair or set of articles we shall 
be liable only for the value of that part of the pair or 
set which is lost, stolen, damaged or destroyed, up 
to a maximum of £/€200 in total for any one claim if 
you are unable to provide the original receipt, proof 
of purchase or an insurance valuation which was 
obtained prior to the loss.

e. loss or theft of your business equipment not reported 
to the police within 24 hours of discovering the loss, 
or as soon as possible after that, and a written report 
obtained, which includes the crime reference number, 
in the country where the incident occurred.

f. loss or theft of or damage; 
i. to business equipment in transit unless reported to the  
carrier within 24 hours and a written Property Irregularity 
Report (PIR) is obtained. If the loss, theft or damage 
to your business equipment is only noticed after you 
have left the airport, you must contact the airline in 
writing with full details of the incident within 7 days of 
leaving the airport and get a written report from them. 
ii. caused by leakage of powder or liquid from 

containers carried in your baggage.  
iii. caused by moth or vermin or by gradual wear and 
tear in normal use.  
iv. to business equipment  whilst unattended unless 
locked in a hotel safe (or equivalent facility) or locked 
in your private accommodation. 
v. to business equipment which is being carried on a 
vehicle roof rack. 
vi. to business equipment stolen from an unattended 
motor vehicle, unless they have been taken between 
the hours of 8am and 8pm local time from a locked 
roof box, locked rear boot or luggage area whilst out 
of sight and there is evidence of forced entry, which 
is confirmed by a police report, except motor homes, 
provided they are stored out of view. 
vii. to business equipment sent by post, freight, any 
form of unaccompanied transit or under a Bill of Lading. 

g. claims arising from delay, detention, seizure or 
confiscation by customs or other officials.

h. any breakage of fragile items unless the breakage is 
caused by fire or an accident involving the vehicle in 
which you are being carried.

i. damage to, loss or theft of your business equipment, 
if it has been left in the custody of a person who does 
not have an official responsibility for the safekeeping 
of the property.

j. laptop computers and/or accessories, photographic, 
audio, video, electrical and computer equipment carried  
in 'checked-in' baggage, or not carried in your hand 
luggage while you are travelling on public transport.

k. any claim if you have claimed under another policy 
section or policy option.

Please note you should make claims relating to loss, 
theft or damage of your business equipment while being 
held by an airline, to the airline first. Any money you get  
under this policy will be reduced by the amount of 
compensation you receive from the airline for the same 
event.

Please also refer to the general exclusions and 
conditions.

23.2 Business equipment hire/delay
You are covered up to the amounts shown in the policy 
options benefits schedule if your business equipment is  
accidentally lost, stolen, damaged, destroyed, misdirected 
or delayed in transit by more than 12 hours, for the cost 
of hiring necessary business equipment for each 24 hour 
period you are without your business equipment.

You are not covered for
a. loss or theft of your business equipment not reported 

to the police within 24 hours of discovering the loss, 
or as soon as possible after that, and a written report 
obtained, which includes the crime reference number, 
in the country where the incident occurred.

b. any claim for loss or theft of business equipment that 
you have claimed for under another policy section or 
policy option.

c. loss or theft of or damage; 
i. to business equipment in transit unless reported 
to the carrier within 24 hours and a written Property 
Irregularity Report (PIR) is obtained. If the loss, theft or 
damage to your business equipment is only noticed 
after you have left the airport, you must contact the 
airline in writing with full details of the incident within 
7 days of leaving the airport and get a written report 
from them. 
ii. caused by leakage of powder or liquid from 
containers carried in your baggage.  
iii. caused by moth or vermin or by gradual wear and 
tear in normal use.  
iv. to business equipment  whilst unattended unless 
locked in a hotel safe (or equivalent facility) or locked 
in your private accommodation. 
v. to business equipment which is being carried on a 
vehicle roof rack. 
vi. to business equipment stolen from an unattended 
motor vehicle, unless they have been taken between 
the hours of 8am and 8pm local time from a locked 
roof box, locked rear boot or luggage area whilst out 
of sight and there is evidence of forced entry, which 
is confirmed by a police report, except motor homes, 
provided they are stored out of view. 
vii. to business equipment sent by post, freight, any 
form of unaccompanied transit or under a Bill of Lading. 

d. claims arising from delay, detention, seizure or 
confiscation by customs or other officials.

e. damage to, loss or theft of your business equipment, 
if it has been left in the custody of a person who does 
not have an official responsibility for the safekeeping 
of the property.
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23.5 Extra personal accident
The benefits provided under section 4 - personal 
accident will be doubled if you are travelling on a booked 
business trip and you have paid for your transport 
and accommodation, if you are self-employed, or your 
employer has paid and you can provide proof that your 
trip was for business reasons.

You are not covered for anything that you are not 
covered for under section 4 – personal accident.

Please also refer to the general exclusions and 
conditions.

23.6 Extra baggage delay
You are covered up to the amounts shown in the policy 
options benefits schedule for any amounts not claimed 
under section 7 – baggage (emergency purchases, after 
12 hours), for buying essential items connected to your 
business if your baggage is delayed during an outward 
journey for more than 12 hours. You must get written 
confirmation of the length of delay from the appropriate 
airline or transport company, and receipts for any items 
that you buy. We will take any payment we make for 
delayed baggage from the amount of any claim if your 
baggage is permanently lost.

You are not covered for
a. claims arising from delay, detention, seizure or 

confiscation by customs or other officials.
b. for claims where laptop computers and/or accessories, 

photographic, audio, video, electrical and computer 
equipment carried in ‘checked-in’ baggage or 
anything being shipped as freight or under a Bill of 
Lading.

c. if you cannot supply receipts for the essential items 
purchased and written confirmation from the carrier as 
to the length of the delay.

Please also refer to the general exclusions and 
conditions.

Option 5 - Section 24
Sports Equipment and Cycle 
Insurance 
The following option only applies if you have paid the 
appropriate additional premium as shown on your 
certificate. 

Definitions applicable to this section
Sports Equipment means items of a personal nature 
specifically designed and intended to be used for 
participation in a particular sport, game or leisure activity.  

You are covered up to the amount shown in the 
benefits schedule, after making reasonable allowance 
for wear, tear and depreciation and subject to the special 
condition shown below for;  
a. loss or theft of, or damage to Sports equipment or  
    cycle owned or borrowed by you. 
b. loss or theft of, or damage to Sports equipment or 
    cycle hired by you. 
c. the cost of necessary hire of Sports equipment or 
    cycle following; 
    i. loss or theft of, or damage to, your Sports    
       equipment or cycle insured by us, or
    ii. the delayed arrival of your Sports equipment or 
    cycle, subject to you being deprived of their use for 
    not less than 12 hours.

You are not covered for  
a. the amount of the excess shown in the benefits 
    schedule for each claim other than claims for hire costs. 
b. Sports equipment or cycles stolen from an 
    unattended motor vehicle between the hours of 8 p.m.
    and 8 a.m. or, if stolen at any other time, unless they 
    were forcibly removed whilst locked and whilst out of
    sight wherever possible either inside the vehicle or to a
    purpose designed cycle rack. 
c. damage to Sports equipment or cycles whilst in use 
    for race training or racing. 
d. your damaged Sports equipment or cycle if not  
    submitted to us for our inspection.  
e. loss or theft of Sports equipment or cycles not 
   reported to the police within 24 hours of discovering 
   the loss, or as soon as possible after that, and a written 
   report or reference obtained in the country where the
   incident occurred. 
f.loss or theft of, or damage to, Sports equipment or 
   cycles whilst in transit unless reported to the carrier 
  and a property irregularity report obtained. 
g.delay, detention, seizure or confiscation by customs or
   other officials. 
h. loss or theft of, or damage to, Sports equipment or 
   cycles over 5 years old. 

i. loss or theft of Sports equipment or cycles left 
   unattended in a public place unless securely locked 
   to a fixed object and evidence of forcible removal is 
   provided. 
j.loss or theft of, or damage to, waterborne craft of 
   any description or any road-going vehicle other than 
   cycles. 

Special conditions applicable to section 24
In respect of loss or damage to Sports equipment or 
cycles, we will not pay more than the proportion shown 
below depending on the age of the equipment. It is a 
requirement of this insurance that you must, in the event 
of a claim, provide receipts or other documentation to 
prove ownership and value, especially in respect of any 
items for which you are claiming more than £/€100.

Up to 1 year

Up to 2 years

Up to 3 years

Up to 4 years

Up to 5 years

Over 5 years

85%

65%

45%

30%

20%

NIL

Age of equipment     Proportion of original purchase price      

Option 6 - Section 25
Golf insurance
The following option only applies if you have paid the 
appropriate additional premium as shown on your 
certificate. 

Definitions applicable to this section
Golf equipment means your golf clubs, golf bag, trolley, 
golf balls and golf shoes.

25.1 Golf equipment
You are covered up to the amount shown in the policy 
options benefits schedule, for accidental loss, theft of or 
damage to golf equipment which you own. Within this 
amount the following sub-limits apply;
a. the maximum we will pay you for any one club or one 

piece of golf equipment is shown in the policy options 
benefits schedule. If you cannot provide an original 
receipt, valuation report or other satisfactory proof of 
ownership and value to support the claim, payment 
for any one article, will be limited to a maximum of 
£/€50. Evidence of replacement value is not sufficient.

b. the maximum we will pay in total for all items lost, 
damaged or stolen in any one incident is limited to 
£/€250 if you cannot provide satisfactory proof of 
ownership and value.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. more than the amount shown in the benefits schedule 
per single club or single item of golf equipment.

c. wear and tear, damage caused by moth or vermin, denting  
or scratching, or any process of dyeing or cleaning.

d. loss or theft of your golf equipment not reported to the 
police within 24 hours of discovering the loss, or as  
soon as possible after that, and a written report 
obtained, which includes the crime reference number, 
in the country where the incident occurred.

e. any golf equipment or documents you lose or that are 
stolen or damaged during your trip, unless reported to  
the carrier within 24 hours and a written Property 
Irregularity Report (PIR) is obtained. If the loss, theft or  
damage to your golf equipment is only noticed after 
you have left the airport, you must contact the airline 
in writing with full details of the incident within 7 days 
of leaving the airport and get a written report from them.

f. claims arising from delay, detention, seizure or 
confiscation by customs or other officials.

g. claims for loss, theft or damage to anything being 
shipped as freight or under a Bill of Lading.

h. damage to, loss or theft of golf equipment, which is 
being carried on a vehicle roof rack.

i. damage to, loss or theft of golf equipment, if it has 
been left; 
i. unattended in a place to which the public have 
access, or 
ii. left in an unattended motor vehicle unless in a 
locked boot and out of sight, or 
iii. in the custody of a person who does not have an  
official responsibility for the safekeeping of the property.

j. any claim for damage to golf equipment whilst in use.
k. claims arising from weather conditions resulting from 

the failure to protect items.
l. any claim if you have claimed under another policy 

section or policy option.
Please note our liability is solely based upon the value 
of the golf equipment which has been lost, stolen or 
damaged and would not extend to the replacement of 
your whole set of woods, or irons in the event of a claim 
being made for one item.

Please also refer to the general exclusions and 
conditions.

25.2 Golf equipment hire
You are covered for the necessary cost of hiring 
replacement golf equipment as a result of the accidental 
loss, theft or damage of your golf equipment during the  
period of insurance, or if your golf equipment is certified by  
the carrier to have been lost or misplaced on the outward 
journey of a trip for a period more than 24 hours, then we 
will pay you up to the amount shown in the policy options  
benefits schedule to hire replacement golf equipment.

Please note you must provide receipts and a report from 
the carrier confirming the length of the delay, otherwise 
no payment will be made.

You are not covered for any claim arising in connection 
with a trip solely within your home country.

Please also refer to the general exclusions and 
conditions.

25.3 Green fees
You are covered up to the amount shown in the policy 
options benefits schedule for the proportionate value 
of any pre-paid green fees, golf equipment hire fees or 
tuition hire fees which are confirmed as non-refundable 
and not used due to;
a. you being involved in an accident or your sickness or  

injury, as certified by a medical practitioner, which 
prevents you participating in the pre-paid golfing 
activity, or

b. loss or theft of documentation which prevents you 
participating in the pre-paid golfing activity, or adverse 
weather conditions which causes the closure of the 
golf course, confirmed in writing by the golf club.

You are not covered for
a. any claim arising directly or indirectly from any pre-

existing medical condition unless you have declared 
these to us and we have written to you accepting 
them for insurance.

b. claims arising directly from a medical condition which 
is not substantiated by a report from the treating 
doctor confirming your inability to play golf.

c. loss or theft not reported to the police within 24 hours 
of discovering the loss, or as soon as possible after 
that, and a written report obtained, which includes 
the crime reference number, in the country where the 
incident occurred. In the case of an airline, a Property 
Irregularity Report (PIR) will be required.

d. any claims relating to loss or theft of documentation, or 
closure of the course due to adverse weather conditions  
that are not substantiated in writing by the golf club.

e. claims arising for loss, theft or damage to documentation 
shipped as freight or under a Bill of Lading.

f. claims arising for documentation left unattended in 
a place to which the general public has access or 
left in the custody of a person who does not have 
an official responsibility for the safekeeping of the 
documentation.

g. claims arising for loss, theft or damage of documentation 
from an unattended motor vehicle, unless taken from 
a locked boot or roof rack (which is itself locked to the 
roof of a vehicle) between 8am to 8pm local time and 
there is evidence of damage or forced entry which is 
confirmed by a written police report.

Please also refer to the general exclusions and 
conditions.

Special conditions relating to section 25 
a. we have the option to either pay you for the loss, or 

replace, reinstate or repair the items concerned.
b. claims are paid based on the value of the goods at the 

time that they are lost and not on a ‘new for old basis’ 
or replacement cost basis; thus a deduction is made 
for wear, tear, and depreciation, bearing in mind the 
age of the items.

c. you must take suitable precautions to secure the 
safety of your golf equipment, and must not leave it 
unsecured or unattended or beyond your reach at any 
time in a place to which the public have access.

d. if claiming for your goods that were stolen or lost you  
should produce proof of ownership and proof of 
purchase of the original goods by way of receipts, 
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Option 8 - Section 27
HolidayFromHellInsurance™
Travel Dispute Professional Fees

The following option only applies if you have paid the
appropriate additional premium as shown on your 
certificate

Additional Definitions applicable to this 
section.

Agent means the Agent appointed by us to
transact this insurance with you.

Authorised Professional means a solicitor, counsel, 
claims handler or mediator, accountant, firm of 
accountants or other appropriately qualified person 
appointed and approved by us under the terms and 
conditions of this policy to represent your or an insured 
person’s interests.

Claim Limit(s) means the amount we will pay in respect 
of any one claim and the total amount payable within any
one period of insurance as specified within the schedule.

Claims Specialist means our own claims panel solicitor 
or claims handler.

Court means a court, tribunal or other competent 
authority.

Event means the initial event, act or omission which sets
off a natural and continuous sequence of events that 
subsequently gives rise to a claim for professional fees 
and/or payment of a benefit under this policy.

Holiday means a trip outside of your home country or a 
holiday within your home country which includes two 
or more consecutive nights stay in pre-booked
accommodation.

Legal Proceeding means when formal legal
proceedings are issued against an opponent in a court 
of law.

Pre-Booked Accommodation means a commercially 
run premises where a fee is charged which has been 
booked prior to your departure on your Holiday not 
including premises owned by friends or family.

Professional Fees means legal fees and costs properly
incurred by the authorised professional, with our prior 
written authority including costs incurred by another
party for which you are made liable by court order, or 
may pay with our consent of a civil claim in the territorial
limits arising from an Insured Incident.

In the event that the matter falls within the limits of a 
small claims court, the maximum amount payable to the 
authorised professional shall be limited to the maximum
amount recoverable from that respective court.

Standard Professional Fees means the level of 
professional fees that would normally be incurred by us
in either handling this matter using our own claims 
specialists or a nominated authorised professional of 
our choice.

Territorial Limits means Worldwide but only where legal 
proceedings can be brought in a United Kingdom or 
European Union (EU) country’s court jurisdiction.

Time of Occurrence means when the event occurred or 
commenced whichever is the earlier.

You are covered up to the amount shown in the policy 
options benefits schedule to pursue a breach of 
contract claim arising from a contract, (which must be 
evidenced and recorded in writing), entered into by 
you or on your behalf for the purposes of undertaking 
a holiday, in order to seek compensation and or 
implementation of the contract from the following:- 
a.  your tour operator or holiday company;
b.  your travel agent;
c.  a car hire company with whom you have pre-booked
     a vehicle;
d.  an airline, ferry, train, cruise liner or coach operator;
e.  a hotelier or property owner.

Subject to the cause of action arising within the territorial 
limits and where legal proceedings are able to be brought 
in a United Kingdom or European Economic Area (EEA) 
member country’s court jurisdiction.

Please also refer to the general exclusions and 
general conditions shown in the Voyager Plus
Insurance Policy Wording.  

You are not covered for
1. the amount of the excess shown on the policy options 

benefits schedule which must be paid to Us by
    you if we agree to accept your claim and appoint an 

authorised professional.
2. any matter where the value of the goods or services in 

dispute or the total instalments due at the time of 
    making the claim is less than £/€150;
3. an event not reported to us within 30 days of returning 

from the holiday subject to the dispute;
4. professional fees and expenses which a court of 
    criminal jurisdiction orders to be paid;
5. actions pursued in order to obtain satisfaction of a 

judgement or  legally binding decision;
6. the insured person’s travelling expenses, subsistence 

allowances  or compensation for absence from work;
7. any claim where the event arises from incidents which 

have occurred or services and the like which have 
been provided prior to the first inception date of this 
insurance.

8. professional fees incurred:-
 a)   in respect of any event where the time of occurrence
          commenced prior to the commencement of the  

      insurance;
 b)   where you are is aware of a circumstance    

      that may give rise to a claim when purchasing this   
          insurance;
 c)   before our written acceptance of a claim;
 d)   before our approval or beyond those for which We 
          have given our approval;
 e)   where you fail to give proper instructions in due time
           to us or to the authorised professional;
 f)    where You are responsible for anything which in    

      our opinion prejudices your case;
 g)   if you withdraw instructions from the authorised 
          professional, fail to respond to the authorised 
          professional, withdraw from the legal proceedings 
          or the authorised professional refuses to continue
          to act for you;
 h)   where you decide that you no longer wish to  

      pursue your claim as a result of disinclination. All  
      costs incurred up until this stage will become your

          responsibility;
 i)    in respect of the amount in excess of our standard 
          professional fees where you have elected to use 
          an authorised professional of your own choice;
9. the pursuit continued pursuit or defence of any claim 

if we consider it is unlikely a sensible settlement will 
be obtained or where the likely settlement amount is 
disproportionate compared with the time and expense 
incurred;

10.claims which are conducted by you in a manner 
different from the advice or proper instructions of us 
or the authorised professional;

11.appeals unless you notify us in writing of your wish to 
appeal at least six working days before the deadline 
for giving notice of appeal expires and we consider 
the appeal to have reasonable prospects of success;

12.any professional fees and expenses that could have 
been recovered under any other insurance except 
beyond the amount which would be payable under 
such insurance had this policy not been effected;

13.damages, fines or other penalties you are ordered to 
pay by a court, tribunal or arbitrator;

14. claims arising from an event arising from your 
deliberate act, omission or misrepresentation;

15.any professional fees relating to your alleged 
dishonesty or deliberate and wilful criminal acts or 
omissions;

16.a dispute which relates to any compensation or 
amount payable under a contract of insurance;

17.a dispute with Us not dealt with under the Arbitration 
condition;

18.an application for judicial review;
19.any Professional Fees incurred in defending or 

pursuing new areas of law or test cases;
20.any claim involving medical or clinical negligence or 

pharmaceutical or any relate claims (including but not 
limited to tobacco products);

21.any claim arising from a stress or psychological 
related condition;

22.any matter arising from or relating to any business 
or trading activity or venture for gain undertaken 
by an Insured person including but not limited to 
any personal guarantee and investment in unlisted 
companies;

23.legal proceedings outside the European Economic 
Area (EEA) and proceedings in constitutional 
international or supranational courts or tribunals 
including the European Court of Justice and the 
Commission and Court of Human Rights;

24.legal proceedings between you and a central or local 
government authority;

25.disputes between you and their family or a 
matrimonial or co-habitation dispute;
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credit card or bank statements, as failure to do so may 
affect the assessment of the claim. The maximum we 
will pay for all pieces of golf equipment lost, damaged 
or stolen in any one incident is limited to £/€200 in 
total if you are unable to provide the original receipt, 
proof of purchase or an insurance valuation which was 
obtained prior to the loss.

e. you must report loss of golf equipment to the local 
police, the carrier, the hotel or accommodation 
management or to the tour operator representative 
as appropriate, within 24 hours of discovering the 
loss, or as soon as possible after that, and a written 
report obtained, which includes the crime reference 
number, in the country where the incident occurred. 
Damage to golf equipment in transit must be reported 
to the carrier before you leave the baggage hall and a 
Property Irregularity Report (PIR) must be obtained.

f. you should make any claims about losing your golf 
equipment or it being damaged or delayed while being 
held by an airline, to the airline first. Any money you 
get under this policy will be reduced by the amount 
of compensation you receive from the airline for the 
same event. 

Option 7 - Section 26
Wedding insurance
The following option only applies if you have paid the 
appropriate additional premium as shown on your 
certificate. 

Your insurance is extended to include the following extra 
cover, as an extension to section 7 - baggage in respect 
of weddings. The standard exclusions and conditions 
remain in force, as far as applicable, in respect of wedding  
rings, gifts and attire unless specifically amended below.

Definitions applicable to this section
You and your means each insured couple, where 
appropriate. 

Wedding attire means clothing and shoes bought 
specifically for the occasion and the cost of make-up,  
hair styling and flowers paid for or bought for the occasion.

26.1 Wedding attire 
You are covered up to the amount shown in the policy 
options benefits schedule following the loss or theft of, 
or damage to your wedding attire in respect of the repair 
or replacement of the lost or damaged items.

26.2 Wedding gifts 
You are covered up to the amount shown in the policy 
options benefits schedule for the loss or theft of, or 
damage to your wedding gifts taken on, sent up to 7 
days in advance or bought during the trip.

26.3 Wedding rings 
You are covered up to the amount shown in the policy 
options benefits schedule for the loss or theft of, or 
damage to one or both wedding rings taken on, sent in 
advance or bought during the trip.

26.4 Wedding photographs or video 
recordings 
You are covered up to the amount shown in the policy 
options benefits schedule for the necessary additional 
costs you incur to reproduce the photographs or retake 
the video recordings if;
a.  the photographer who was pre-booked to take the 

photographs or video recording on your wedding day 
is unable to fulfil such obligations due to illness, injury 
or unavoidable and unforeseen transport problems, or 

b. the photographs or video recordings of the wedding day  
taken by a professional photographer are lost, damaged 
or destroyed within 14 days after the wedding day and  
whilst you are still at the wedding/honeymoon location.

You are not covered for
a. the amount of the excess shown in the benefits 

schedule in respect of each claim unless the excess 
waiver option has been selected and this is shown on 
your certificate.

b. claims excluded under the standard terms of section 
7 - baggage.

Please also refer to the general exclusions and 
conditions.



    to recover the money and hold it on our behalf. If 
    payment is made by instalments these will be paid 
    to us until we have recovered the total amount that
    the other person was ordered, or agreed to pay by 
    way of costs, charges or fees.

If you need to make a claim under Section 27
IMPORTANT NOTICE REGARDING THE OPERATION 
OF THIS POLICY. FAILURE TO COMPLY WITH THESE 
TERMS COULD MEAN THAT WE DECLINE TO PAY 
YOUR CLAIM.

You must notify us within 30 days of returning from the 
holiday which is subject to the dispute which may give 
rise to any claim under this policy. Failure to do so could 
mean that we decline to pay a claim for your professional 
fees. 

Whilst this policy may include events that occur 
worldwide, policy cover will only operate where legal 
Proceedings can be brought within the court jurisdiction 
of a country within the United Kingdom or European 
Union (EU).

If you can convince us that there are reasonable 
prospects of being successful in your claim and that it is 
necessary for professional fees to be paid We will:- 

- take over the claim on your behalf; 
- appoint a specialist of our choice to act on your behalf.

We may limit the professional fees that we pay under the 
policy where:- 

1. we consider it is unlikely a sensible settlement of your  
    claim will be obtained; or 
2. there is insufficient prospects of obtaining recovery of
    any sums claimed; or 
3. the potential settlement amount of your claim is 
    disproportionate compared with the time and expense 
    incurred in pursuing or defending your claim.

Where it may cost us more to handle a claim than the 
amount in dispute we may at our option pay to you the 
amount in dispute which will then constitute the end of 
the claim under this insurance.

If legal proceedings have been agreed by us, you may 
at this stage decide to nominate and use your own 
solicitor or indeed, you may wish to continue to use our 
own specialists. If you decide to nominate your own 
professional we must agree this in advance and you will 
be responsible for any professional fees in excess of 
those which our own specialists would normally charge 
us (details are available upon request).
At conclusion of your claim if you are awarded any costs 
(not your damages), these must be paid to us.
In the event that you make a claim under this policy 
which you subsequently discontinue due to your own 
disinclination to proceed, any legal costs incurred to date 
will become your own responsibility and will be required 
to be repaid to the Insurer.

Please note that if you engage the services of anyone 
prior to making contact with the appropriate claims 
notification and Advice Helpline Service and incur any 
costs without our prior written approval these costs 
will not be covered by this insurance.

How to make a claim
For all claims other than medical emergencies the fastest 
and simplest way to make a claim is by using our online 
claims system 

www.submitaclaim.co.uk/voyager

Alternatively, please request the appropriate claim form 
by telephoning the number below or via their website. 
Please quote Voyager Plus 2018/19.

Claims Settlement Agencies Ltd, 
308-314 London Road,

Hadleigh, Benfleet, 
Essex, SS7 2DD, UK.

Tel: 01702 427172
Email: info@csal.co.uk

Website: www.csal.co.uk

Please do not send in any documentation until you have 
a completed claim form to go with it. The claim form 
lists the additional documentation necessary to support 
your claim. Always make sure that any loss or theft of 
valuables or any items are reported to the police within 
24 hours of discovering the loss or as soon as possible 
after that, and a written report obtained in the country 

6Version 1 0318/19

26.fees payable to the authorised professional that 
exceed the maximum amount recoverable from the 
respective court where the dispute falls within the 
limits of a small claims court;

27.any claims made or considered against us, the agent 
or authorised professional used to handle any claim;

28.any claims relating to cosmetic treatment, surgery or 
tanning;

Please also refer to the general exclusions and 
general conditions shown in the Voyager Plus 
Insurance Policy Wording. 

Special conditions applicable to Section 27

1. we may require (at our discretion) you at your expense      
    to obtain the opinion of an expert or counsel on the     
    merits of a claim or continued merits of a claim or  
    legal proceedings. If we subsequently agree to  
    accept or continue with the claim, the costs of such  
    opinion will be covered. 

2. if after receiving a claim or during the course of a claim      
    we decide that:-        
    a. your prospects of success are insufficient; 
    b. it would be better for you to take a different course  
        of action;   
    c. we cannot agree to the claim.   
    We will write to you giving our reasons and we will not    
    then be bound to pay any further professional fees for 
    this claim. 
 

3. we may limit any professional fees that we will pay  
    under the policy in the pursuit continued pursuit or  
    defence of any claim:-     
    a. if we consider it is unlikely a sensible settlement  
        will be obtained; or     
    b. where the likely settlement amount is disproportionate  
         to the time and expense necessary to achieve a  
         settlement; or  
    c. we consider that it is unlikely that you will recover  
        the sums due and or awarded to you.   
 

4. in the event that you make a claim under this policy  
    which you subsequently discontinue due to your  
    own disinclination to proceed, any legal costs incurred   
    date will become your own responsibility and will be 
    required to be repaid to the Insurer.

5. Representation - we will take over and conduct 
    in your name the prosecution, pursuit, defence or 
    settlement of any claim. The authorised professional 
    nominated and appointed by us will act on your behalf
    and you must accept our nomination.

    If legal proceedings have been agreed by us, you 
    may nominate your own authorised professional 
    whose name and address you must submit to us. In 
    selecting your authorised professional you shall have 
    regard to the common law duty to minimise the cost
    for your claim. Any dispute arising from this shall be 
    referred to arbitration in accordance with the policy 
    conditions.

    Where you have elected to use your own nominated 
    authorised professional you will be responsible for any
    professional fees in excess of our standard 
    professional fees.

6. Conduct of Claim 
    a.  you shall at all times co-operate with us and give
         to us and the authorised professional evidence,  
         documents and information of all material      
         developments and shall attend upon the authorised  
         professional when so requested at your own    
         expense.
    b. we shall have direct access at all times to and shall 
         be entitled to obtain from the authorised     
         professional any information, form, report, copy of 
         documents, advice computation, account or 
         correspondence relating to the matter whether or 
         not privileged, and you shall give any instructions 
         to the authorised professional which may be 
         required for this purpose. You or your authorised 
         professional shall notify us immediately in writing of  
         any offer or payment into court made with a view to
         settlement and you must secure our written  
         agreement before accepting or declining any such 
         offer.
    c.  we will not be bound by any promise or   
        undertaking given by you to the authorised   
        professional or by either of you to any court,  
        witness, expert or agent or other person without our
        agreement.

7. Recovery of Costs - you should take all steps to  
    recover costs charges, fees or expenses. If another 
    person is ordered, or agrees, to pay you all or any 
    costs charges, fees, expenses or compensation you 
    will do everything possible (subject to our directions) 

where the incident occurred. If your baggage is damaged 
or lost in transit whilst “checked-in” you must report 
it to the handling agents or airline as soon as possible 
on collection and obtain a Property Irregularity Report. 
These reports (if applicable to your claim), together 
with all available receipts and any other requested 
documentation, must be submitted with your claim form. 

Complaints procedure
We will do everything possible to ensure that you receive 
a high standard of service. If you are not satisfied 
with the service received please contact us. When 
you contact us please give us your name and contact 
telephone number. Please also quote your policy and/or 
claim number and the type of policy you hold.

Making your complaint
If your complaint relates to the sale or administration of 
your policy, please contact the agent from where you 
bought your policy or;

Voyager Insurance Services Ltd
13-21 High Street, Guildford, Surrey, GU1 3DG, UK

Tel: 01483 806680
Fax: 01483 569676

Email: enquiries@voyagerins.com 
If your complaint relates to a claim on your policy, please 
contact;

Compliance Manager,
Sirius International Insurance Corporation 

UK Branch,
Floor 4, 20 Fenchurch Street,

London, EC3M 3BY, UK
SiriusLondon.Complaints@Siriusgroup.com

We expect that the majority of complaints will be quickly 
and satisfactorily resolved at this stage, but if you are not 
satisfied, you can take the issue further.

Beyond your insurer
Should you remain dissatisfied following the final written 
response, you may be eligible to refer your case to the 
Financial Ombudsman Service (FOS). The FOS is an 
independent body that arbitrates on complaints about 
general insurance products. You have six months from 
the date of our final response to refer your complaint 
to the FOS. This does not affect your right to take legal 
action.
If we cannot resolve your complaint you may refer it to 
the Financial Ombudsman Service at the address given 
below.

The Financial Ombudsman Service,
Exchange Tower, 

Harbour Exchange Square,
London, E14 9SR, UK

Tel: 0800 023 4567 - UK landline
Tel: 0300 123 9123 - UK mobile

Email: complaint.info@financial-ombudsman.org.uk

Our promise to you
We will;
• acknowledge all complaints promptly.
• investigate quickly and thoroughly.
• keep you informed of progress.
• do everything possible to resolve your complaint.
• use the information from complaints to continuously 

improve our service.


