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What to do if you breakdown
If your vehicle breaks down call the 24 hour control 

centre immediately on 0800 022 4411 and provide the 

following information:

1.  Your vehicle registration

2. Your mobile telephone number

3. Your name

4. Your location

Our trained staff will despatch a vehicle to assist you. 

Follow the instructions you are given and stay in a place 

of safety close to your car until it arrives. 

Insurer
This Breakdown service is arranged by QMetric Group 

Limited trading as Policy Expert and administered by 

Auto-Rescue Logistics on behalf of the insurer. Policy 

Expert is a trading name of QMetric Group Limited. 

Authorised and regulated by the Financial Conduct 

Authority. Company Reference Number 529506.

 The insurance company that underwrites this 

insurance policy is Evolution Insurance Company 

Limited. Evolution Insurance Company Limited is 

an insurance company authorised by the Gibraltar 

Financial Services Commission and subject to limited 

regulation by the Financial Conduct Authority and 

the Prudential Regulation Authority. Details about 

the extent of our regulation by the Financial Conduct 

Authority and the Prudential Regulation Authority are 

available from us on request. 

What makes up this breakdown 
service?
This breakdown service and the schedule must be read 

together as they form the contract between you and us.

This document sets out the terms and conditions of 

your breakdown service and it is important that you 

read it carefully.

You must notify us of any change (based on the answers 

to the questions you gave to us) in your circumstances 

which occurs before or during the period of breakdown 

service. You should contact Policy Expert if you are 

unsure whether a change of circumstances may affect 

your breakdown service. When you tell us about a 

change we will assess the terms of your breakdown 

service, if any changes are made, these will be 

confirmed to you.

Cancellation
If you decide that for any reason, this breakdown 

service does not meet your needs then please return 

it to Policy Expert within 14 days of issue. On the 

condition that you have not used the breakdown 

service, you will be entitled to a full refund.

If you wish to cancel the breakdown service after 

14 days, on the condition that you have not used the 

breakdown service, you will be entitled to a pro-rata 

return of breakdown service premium.

Governing law
This breakdown service shall be governed by and 

construed in accordance with the law of England 

and Wales unless your habitual residence is located 

in Scotland in which case the law of Scotland shall 

apply. In the event that your residence is located in 

the Channel Islands or Isle of Man the relevant law 

governing the Channel Islands and the Isle of Man  

shall apply.
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In this document the following definitions will apply 

and will always appear in bold print:

Auto Rescue Logistics (hereafter referred to 

as ARL) is the provider of the services and benefits 

described under this policy.

Breakdown is any event that results in the owner 

/ driver being unable to access or use the registered 

vehicle in the normal course of usage, to include not 

only mechanical and electrical failures, but user errors 

such as the loss of vehicle keys, flat batteries, punctures, 

incorrect or insufficient fuel.  In addition, and subject 

to providing ARL with your motor insurance policy 

information, we can arrange to recover you following 

an accident, vandalism, theft, attempted theft, or 

fire that would normally be the subject of a motor 

insurance claim by you or a third party, but you will be 

responsible for any costs involved. However, we may be 

able to invoice your insurer for these costs or you may 

be able to recover these from your motor insurer.

Breakdown service is the service provided by 

ARL’s agent that either resolves the fault, problem 

or issue that caused the breakdown or allows for the 

transportation of the registered vehicle to a location 

where a permanent repair can be undertaken. For the 

sake of certainty, a breakdown solution may or may not 

include a repair, and a permanent repair may not be 

possible or practicable within the breakdown service.

Breakdown service schedule The document 

which forms part of this policy and contains the name 

of the policy holder, provides confirmation of the 

breakdown service, details the registered vehicle, and 

the benefit selected.

Hire car is an alternative vehicle (with an engine size 

up to 1600cc) provided for up to 72 hours.

Hire company is the third party company that 

owns the hire car. 

 

Home is the place of residence of the owner / driver. 

Home start is a breakdown service undertaken at 

the place of residence of the owner / driver.

Mis-fueling is where the registered vehicle is 

subject to mis-fueling during the period of breakdown 

service. We will pay;

1.  For the recovery of the registered vehicle, the 

driver and up to 4 passengers to the nearest repair 

centre provided by the recovery agent to drain 

and flush the fuel tank and

2. Replenish the fuel tank with 10 litres of the 

correct fuel.

The maximum we will pay is £1,000 per Mis-fueling 

incident up to a maximum of two incidents per period 

of breakdown service, per registered vehicle.

Owner / driver is the owner or authorised driver 

of the registered vehicle at the time of the incident.

Period of breakdown cover is the period 

of time which the breakdown service applies to and 

which is shown in the breakdown service schedule 

providing that the full premium has been paid to us. 

The term of cover shall not exceed 12 months from the 

purchase date of your policy.

Permanent repair is the service required 

to restore the registered vehicle to a roadworthy 

condition through the repair of any mechanical defect. 

Registered vehicle is a UK registered private 

car or light commercial vehicle under 3.5 tonnes to 

which ARL have agreed to provide the breakdown 

service and which is shown on the breakdown service 

schedule and that is carrying no more than the number 

of persons recommended by the vehicle manufacturer 

(and for whom seats are provided).  

 

 

 

 

Definitions
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Temporary repair  is the service provided by 

ARL’s agent that resolves a mechanical issue that caused 

the breakdown to such an extent as is sufficient to 

enable the registered vehicle to be ridden under its own 

propulsion to the point of destination for the permanent 

repair.

Territorial limits is the United Kingdom (England, 

Scotland, Northern  Ireland, Wales) Channel Islands and 

Isle of Man.

Trailer is a trailer attached to the registered vehicle 

via a recommended towing hitch. The vehicle and 

trailer must not exceed a combined weight of 3.5 tonnes 

that will be recovered and attended to as being the 

registered vehicle.

We/us/our is Auto-Rescue Logistics on behalf of 

Evolution Insurance Company Limited. 

You/your is the person(s) or organisation(s) named 

as the beneficiary of the breakdown service in the 

breakdown service schedule.
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The vehicle breakdown service
Following a breakdown occurring anywhere within the 

territorial limits, including at your home or where the 

registered vehicle is usually kept, ARL, via its network 

of agents, will provide: 

1.  A breakdown service, to include home start, to 

the registered vehicle, on the following basis:

a. To attend the breakdown within 45 minutes 

of being notified and where reasonably 

practicable achieve a permanent or 

temporary breakdown repair in a safe 

location. This may involve moving the 

registered vehicle from where it came to rest 

to a safe location.

b. Where the breakdown service cannot be 

undertaken at the roadside, the registered 

vehicle, owner / driver and up to 4 

passengers, will either:

i. Be transported to the ARL agent’s premises 

where the breakdown service will be 

undertaken;

ii. Be transported to a main dealer for the 

purposes of permanent repair under 

warranty;

iii. Be transported to a local garage of the 

owner / driver’s choice within 15 miles 

of the breakdown location. The owner / 

driver has the option on scene to secure a 

journey of more than 15 miles by making 

a payment for the additional mileage at a 

rate of £1.15p per mile by debit/credit card 

to ARL by phone.

2. A courtesy hire car will be provided to the 

owner / driver in the following circumstances 

and subject to the following conditions and 

restrictions: 

a. The hire car is provided by a third party (‘the 

hire company’). 

 

 

 

b. The hire car will only be provided in one of 

the two following scenarios: 

i. Where the breakdown service cannot be 

undertaken on the day of the breakdown 

and where the owner / driver lives more 

than 50 miles from the Agent providing 

the breakdown service;

ii. Where the breakdown service or 

permanent repair (where ARL’s Agent 

has been instructed to carry out the 

permanent repair) has been delayed, for 

example for the provision of parts.

c. The hire car will be provided for a maximum 

period of 72 hours. 

d. The owner / driver will contract directly 

with the hire company and will comply  

with their terms & conditions of hire.

e. The owner / driver will be responsible for 

fuel costs of the hire car and any excess 

liability incurred during the period of hire. 

f. The hire car will not be provided in the 

following scenarios:

i. Where the registered vehicle is being 

repaired under a manufacturer’s or third 

party warranty or at a place other than  

an ARL agent.

ii. Where the registered vehicle is a light 

commercial vehicle. 

3. A message relay service to advise others of  

your delay.

4. Trailers where the combined weight with the 

towing registered vehicle is under 3.5 tonnes will 

be included in the vehicle breakdown service.
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General conditions
The breakdown service will be provided subject to the 

following conditions, restrictions and 

exclusions:

1.  In the event that ARL’s agent is instructed to 

undertake the permanent repair, labour and parts 

will be paid in full by the owner / driver before 

the registered vehicle is released to the owner / 

driver. This Clause is in addition to the Improver’s 

Lien that arises under common law. All parts are 

guaranteed for 12 months.

2. In the event of a temporary repair, it is the owner 

/ driver’s obligation to arrange for the permanent 

repair to be carried out. Where this is not 

undertaken by the owner / driver, ARL reserves 

the right to either charge the owner / driver 

for further call-outs or to refuse to provide any 

further service. 

3. In the event of mis-fueling, the cost of repairs will 

be covered up to a maximum of £1,000 to include 

draining of contaminated fuel, replacement with 

the correct fuel, and cleaning or replacement of 

affected parts.

General exclusions
The breakdown service will not be provided in  

respect of:

1.  Any breakdown occurring within 24 hours of the 

breakdown policy inception.

2. Any car over 12 years old at the inception of the 

cover or light commercial vehicle over 8 years old 

at the inception of the cover.

3. Vehicles not registered with the DVLA to a private 

individual or business.

4. More than five claims per period of breakdown 

cover, per registered vehicle.

5.  The cost of fuel (except mis-fueling), tyres, 

wheels and any spare parts, which will be the 

responsibility of the owner / driver.

6. Vehicles that have not been serviced and 

maintained in accordance with manufacturer’s 

recommendations or are unroadworthy by 

neglect.

7. Poor-quality prior repairs, the unsafe condition of 

the vehicle or where the vehicle has been altered 

from the manufacturer’s specification.  

8. Vehicles without an appropriate current MOT 

certificate where applicable, and a valid road 

fund licence/tax disc on display at the time of the 

breakdown.

9. Any costs of whatsoever nature incurred by any 

other breakdown or similar organisation whether 

or not their services have been mandated by the 

police or any other emergency service.

10. Any costs recoverable under any motor insurance 

policy by you or a third party or under the 

manufacturer’s or third party warranty.

11. Any toll or ferry fees.

12. Damage or costs caused by any unauthorised fix 

for lost keys.

13. Loss or damage to the personal possessions of the 

owner / driver or their passengers.

14. Any breakdown caused by a mechanical fault to 

a caravan. 
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15. Use of the registered vehicle for racing, 

pacemaking, trials or rallying.

16. Any vehicle being used for hire or reward.

17. In the event of a temporary repair, it is the 

owner / driver’s obligation to arrange for the 

permanent repair to be carried out. Where this 

is not undertaken by the owner / driver of the 

registered vehicle, ARL reserves the right to 

either charge the owner / driver for further call-

outs or to refuse to provide any further service.

18. Breakdown caused directly or indirectly by war, 

revolution or any similar event.

19. Consequential losses of whatsoever nature.

20. Onward transportation of animals in your vehicle 

is at our discretion.

Making a complaint
It is our intention to give you the best possible service. 

To help us do so, we may record telephone calls. We 

realise that things can go wrong and there may be 

occasions when you feel that we have not provided the 

service you expected.

If you do have any questions or concerns about your 

breakdown service or the quality of the service you 

have received you should follow the Complaints 

Procedure below.  

Please contact:

Customer Services Manager

Policy Expert

Silbury Court East

402-420 Silbury Boulevard

Milton Keynes, MK9 2AF

Tel: 0330 0600 600

Email: ask@policyexpert.co.uk 

 

 

 

 

 

 

Please ensure your policy number and vehicle 

registration is quoted in all correspondence to assist a 

quick and efficient response.

If it is not possible to reach an agreement, you have the 

right to make an appeal to the Financial Ombudsman 

Service. 

You may contact the Financial Ombudsman Service at:

Insurance Division,

Financial Ombudsman Service, 

Exchange Tower, 

London, 

E14 9SR

Tel: 0330 123 9 123

www.financial-ombudsman.org.uk

The above complaints procedure is in addition to your 

statutory rights as a consumer. For further information 

about your statutory rights contact your local authority 

Trading Standards Service or Citizens Advice Bureau. 

Data Protection Act 1998
Please note that any information provided to us will be 

processed by us and our agents in compliance with the 

provisions of the Data Protection Act 1998. 
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We also offer these great value insurance products.

Need to talk to us about anything else?

Home Insurance

0330 0600 601

policyexpert.co.uk/home

Car Insurance

0330 0600 602

policyexpert.co.uk/car

Travel Insurance

0330 0600 603

policyexpert.co.uk/travel

Call

0330 0600 600

Lines are open

Monday-Thursday 9am-8pm
Friday 9am-6pm & Saturday 9am-2pm


