
Motor Legal Assistance
Policy wording

Claims helpline service 
0330 0600 686



Guidance and explanations  

Definitions    

Your policy cover 

General conditions 

What is not covered

Claims procedure 

Complaints procedure  

Regulatory information

Welcome to your motor legal assistance policy

1 

2

4

6

9

11

12

13



1

This policy is a contract of insurance between you and 

us, and is made up of this booklet together with the 

schedule that we have issued to you.

We agree to provide cover in line with the terms and 

conditions set out in this policy.

You agree to pay the premium for the period of 

insurance and to keep to the conditions of the policy.

You have the right to cancel any cover you bought at 

any time during the period of insurance.

If you want to cancel or change your policy, please 

contact Policy Expert on 0330 0600 601.

How we help 
If you are involved in a road accident which is not  

your fault, we will try to recover your uninsured  

losses from the person who caused the accident.  

Our service includes providing advice and negotiations 

with the other party.

We also provide you with additional cover for 

circumstances that may not have arisen from a road 

accident. Details of these covers can be found in the 

‘Your policy cover’ Section.  

Your insurers
Policy Expert have arranged this insurance with QIC 

Europe Limited, registered in Malta.

Registration number C67694.

Policy Expert is a trading name of QMetric Group 

Limited, who is authorised and regulated by the 

Financial Conduct Authority (FCA). 

FCA registered number: 529506.

Visit www.fca.org.uk for more information.

 
Governing law
This policy shall be governed by and managed in 

line with the law of England and Wales unless your 

habitual residence is located in Scotland in which case 

the law of Scotland shall apply. 

For this contract, the language used will be English.

How to claim 
Please call the Helpline Service on 0330 0600 686. 

 

Please note you must report any potential claims as 

soon as possible. 

The Helpline Service will guide you through the claims 

process and where appropriate put you in contact with 

the appropriate specialist to handle your claim.

We have designed this Policy Expert Motor Legal 

Assistance policy booklet carefully to help you 

understand the cover we will provide. 

Please take the time to read the policy and make sure 

that the cover meets your needs. If you want to change 

anything or if there is anything you do not understand, 

please contact us.

For and on behalf of Policy Expert

 

Tony Deacon

Guidance and explanations
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The following definitions have the same meaning 

wherever they appear in your policy or your policy 

schedule. They will always appear in bold font.

Authorised professional 
The solicitor, counsel or claims handler appointed and 

approved by us under the terms and conditions of this 

policy to represent the insured person and protect their 

interests. 

 

Claim limits
For insured event one, the maximum we will pay for 

legal costs for any one claim is £100,000 (inclusive of 

VAT). For any legal action that is a small claim, we will 

pay legal costs up to £100 for any one event.  

 

For insured events two to seven, the maximum we 

will pay for legal costs for any one claim is £10,000 

(inclusive of VAT). 

The total amount payable within any one period of 

insurance is £100,000 (inclusive of VAT).

Indirect losses
Losses or damage which is not directly associated with 

the incident that caused you to claim, unless expressly 

stated in this policy.

 

 

Insured person

• the person named as the policyholder on the 

schedule, who has a motor insurance policy held 

under their name; and

• any authorised driver of the insured vehicle at the 

time of the incident.

 

Insured vehicle 
The private motor vehicle specified in the motor 

insurance policy of the policyholder, including any 

caravan or trailer whilst being legally towed.

 

Insurer/we /us /our
Policy Expert on behalf of QIC Europe Limited.

Legal costs 
Legal fees and costs reasonably and proportionately 

incurred by the authorised professional, in connection 

with your legal action and agreed with us. 

This includes disbursements and costs incurred by your 

opponent, which you are ordered to pay by a court 

order.

Legal costs will include VAT where it cannot be 

recovered.

Legal costs does not include:

• any shortfall in costs between those allowable by 

the courts or stipulated by legislation and those 

incurred by the authorised professional; and

• any legal fees, expenses, disbursements, or costs 

which only become payable because you have 

entered into a Damages Based or Conditional Fee 

Agreement.

Motor insurance policy
The insurance policy issued in respect of your motor 

vehicle for the duration of the period of insurance.

Opponent
The third party responsible for the road accident 

which has led to an insured event under this policy and 

against whom you wish to bring a legal action.

Period of insurance
The period shown in your schedule which we agree 

to provide cover for, as long as you have paid the full 

premium to us.  

If the policy is cancelled, the period of insurance ends 

on the cancellation date.

Proportionality
The process of us assessing whether the costs of legal 

action exceed the value of the likely award of damages. 
 
Prospect of success
We and the authorised professional agree that there is 

at least a 51% chance of the insured person achieving a 

favourable outcome. 

Definitions
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Road accident
Any accident or collision which occurs during the 

period of insurance, involving an insured person or the 

insured vehicle, where someone else is to blame and 

results in:

1.  Death or injury to an insured person whilst in, on 

or getting into or out of the insured vehicle, or

2. Damage to the insured vehicle, or

3. Damage to any personal belongings in or on the 

insured vehicle that belong to an insured person. 

 

Schedule 
The document which forms part of this policy and 

contains the name of the policyholder, the period of 

insurance and confirmation of cover.  

 
Small claim
A legal action which is allocated to the small claims 

track based on the criteria set out in the Civil Procedure 

Rules. This is a less formal Court process for deciding 

lower value claims, without the need for legal 

representation.  

 

Standard cost basis
The level of legal costs that we would normally have to 

pay if we used our authorised professional.  
 
 
Territorial limits 
For uninsured loss claims, this is the United Kingdom, 

any country which is a member of the European 

Union and any country which the Commission of 

the European Community approves as meeting the 

requirements of Article 8 of EC Directive  

2009/103/EC on Insurance of Civil Liabilities arising 

from using motor vehicles.

 

For all other claims  this is the United Kingdom 

(meaning England, Scotland, Northern Ireland and 

Wales).

In every case, the legal action must be brought in the 

United Kingdom. 

Uninsured losses 
Any loss which an insured person is not able to recover 

under their motor insurance policy, which arises 

directly out of a road accident.

This includes but is not restricted to:

1.  Compensation if an insured person is injured and 

compensation for their family if they are killed.

2. The policy excess under your motor insurance 

policy. 

3. Charges for essential alternative transport 

including  a replacement hire vehicle whilst 

yours is being repaired.

4. Compensation for you not being able to use your 

insured vehicle.

5.  Repair costs if you do not have comprehensive 

cover under your motor insurance.

6. Compensation for damage to  any clothes, luggage 

or personal belongings of an insured person.

7. Loss of earnings as a result of an accident.

 
 
Vehicle authority
Driver and Vehicle Licensing Agency (DVLA), the 

Driver and Vehicle Agency (DVA) and Parking and 

Traffic Appeals Service (PTAS).

 
Vehicle identity theft
The misappropriation of the vehicle registration mark 

of the insured vehicle without your knowledge or 

consent. The vehicle registration mark details are then 

used to obtain goods, services or to commit motoring 

offences or contravene any congestion zone fees or 

commit parking offences. 

 
You/ your

• the person named as the policyholder on the 

schedule, who has a motor insurance policy held 

under their name; or

• any authorised driver of the insured vehicle at the 

time of the incident.
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We will pay legal costs on our standard cost basis for 

any of the following insured events, if they occur in the 

territorial limits in the period of insurance.

Cover will be provided as long as there are prospects of 

success for the duration of the claim and 

after applying proportionality, it is reasonable to 

pursue the claim.

We will pay up to the claim limits. 

1. Uninsured loss recovery 

 

Following a road accident, we will pay legal costs to 

negotiate a recovery of your uninsured losses from the 

person who was to blame for the accident. 

 

We don’t cover:

a. stress or emotional injury. 

 

2. Motor prosecution defence 

We will pay legal costs:

a. to defend you if you are charged with a 

driving offence involving the use of the 

insured vehicle; and 

b. to present a plea of mitigation, when a court 

is deciding on the sentence for your motoring 

offence penalty. We will not pay for pleas 

of mitigation where there are no prospects 

of success that it will materially affect the 

outcome. Any support for a plea of mitigation 

will be at our discretion.

We don’t cover:

a. parking offences. 

 

3. Pothole damage
We will pay legal costs to pursue the relevant local 

authority for compensation, if your insured vehicle 

has been damaged on a public highway because of a 

pothole. 

 

 

 

 

4. Illegal clamping and towing
We will pay legal costs to pursue the recovery of costs 

relating to illegal clamping or towing fees of the insured 

vehicle. 

 

We don’t cover:

a. the defence or payment of any costs relating 

to damage inflicted by the insured person 

upon the clamping device; and

b. any indirect losses. 

 

5. Unenforceable parking fines
We will pay legal costs to appeal to the local authority 

or independent adjudicator against an unenforceable 

parking fine.  

 

6. Motor consumer dispute
We will pay legal costs:

a. to pursue or defend any claim arising out of 

the sale, purchase, hire purchase or lease of 

the insured vehicle; and 

b. to pursue or defend any claim relating to the 

testing, servicing or repair of the insured 

vehicle where the amount is in dispute.

We don’t cover: 

a. any dispute under £250; and

b. claims where the amount in dispute relates to 

credit hire or credit repair. 

 

7. Vehicle identity theft
Following vehicle identity theft we will pay legal costs to:

a. remove any criminal or civil judgements 

wrongly entered against you; 

b. defend a motoring prosecution brought 

against you as a result of a vehicle identity 

theft. 

We don’t cover:

a. any costs, expenses or losses incurred due to 

any fraudulent, dishonest or criminal act by 

an insured person, or by any other person 

acting in collusion with an insured person, or 

any person living with you;

Your policy cover
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b. any claims if you did not act or take 

reasonable precautions to prevent the insured 

vehicle identity being stolen; and

c. any indirect losses. 

Vehicle identity theft claims conditions and 
procedures

If you discover your vehicle identity has been stolen:

1.  Contact the Helpline Service on 0330 0600 686.

2.  Make sure you have the V5C vehicle registration 

certificate (log book).

3.  File a police report within 12 hours of discovering 

the vehicle identity theft.

4. Notify the appropriate vehicle authority within 

12 hours  of discovering the vehicle identity theft.

5.  Fill out and return any claim forms including 

an authorisation for us to obtain records 

and  other necessary information, if these are 

applicable.

6. If you want to make a claim for lost wages, 

provide us evidence to show that you took days 

off work. 

7. Send us copies of any demand notices, 

summonses, complaints, or legal papers received 

in connection with a loss suffered as soon as 

possible.

8.  Take all necessary action to prevent further 

damage. 

 

You must contact the Helpline Service before you pay 

or agree to pay any costs. Failure to do so may lead us to 

decline the claim.

We will give you a dedicated claims handler who will 

assist in identifying the extent of the problem. They will 

offer advice, guidance, and assist in the preparation of 

documentation to ensure the problem and any potential 

losses are minimised.
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1. You must comply with the 
following conditions in order for 
this insurance cover to be valid 
You must:

a. keep to the terms and conditions of this 

policy;

b. have a valid motor insurance policy in force 

at the time of the road accident and meet all 

obligations under that policy;

c. take all necessary steps to keep any amount 

we have to pay as low as possible;

d. try to prevent anything happening that may 

cause a claim;

e. co-operate with us and respond promptly in 

all matters relating to a claim. At your own 

expense you must give us and the authorised 

professional evidence, documents and 

information of all material developments. 

We are entitled to obtain from the authorised 

professional any information, forms, report 

copy of documents, advice computation, 

account or correspondence relating to the 

matter and you shall give any instructions to 

the authorised professional which may be 

required for this purpose;

f. attend court or any expert examination 

where asked to do so;

g. not deliberately mislead us or exaggerate the 

claim or bring any false claim;

h. not admit liability for or negotiate or agree to 

settle a claim without our agreement;

i. not withdraw from any legal action without 

our permission to do so. If you withdraw, you 

must then pay back to us any costs we have 

paid;

j. take every step to recover legal costs from an 

opponent that we have to pay and pay us any 

legal costs that are recovered. 

If legal proceedings have been agreed by us, you 

may nominate your own lawyer whose name and 

address you must submit to us. In selecting your 

nominated lawyer, you shall have regard to the 

common law duty to minimise the cost for your 

claim.  

We will enter into a contract with your 

nominated lawyer that sets out the terms of 

engagement that they must adhere to at all times, 

including a responsibility to report to us at various 

stages of the claim.

Where you have elected to use your own 

nominated lawyer you will be responsible for any 

legal costs that exceed our standard cost basis. 

If there is any dispute over your choice of lawyer 

we will ask you to nominate an alternative.

2. Our rights in handling your claim 
We can:

a. conduct in your name any claim, or the 

defence of any claim at any time;

b. attempt to settle the claim at a fair amount 

before the authorised representative is 

instructed or legal proceedings issued. We 

will discuss a settlement attempt with you 

before we proceed;

c. take proceedings in your name to recover for 

ourselves any payments we have made under 

this policy. 

 

3. Important information and changes 
we need to know about 
You are required by the provisions of 

the Consumer Insurance (Disclosure and 

Representations) Act 2012 to take care to supply 

accurate and complete answers to all questions 

we ask when taking out this policy and to make 

sure that all information supplied to us is true and 

correct. You must tell us of any changes to the 

answers you have given as soon as possible. 

 

Failure to advise us of a change to your answers 

may mean that your policy is invalid and that it 

does not operate in the event of a claim. 

 

You must contact us if there is a change to your 

circumstances, for example: 

 

 

 

General conditions
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a. you change your address;

b. you are convicted of a criminal offence or 

receive a police caution; or

c. you have insurance refused, declined, 

cancelled or terms applied by another 

insurance provider. 

4. Cancellation 
If you decide that, for any reason, this policy does 

not meet your insurance needs, you may cancel it 

at any time by letting Policy Expert know. 

Policy Expert

Customer Relations

Silbury Court West

352 - 390 Silbury Boulevard

Milton Keynes

MK9 2AF

Phone: 0330 0600 601 

Our refund and fees policy

If you return the policy to us within 14 days of 

the date of issue, as long as you have not made a 

claim, you will be entitled to a full refund of your 

premium.  

 

If you want to cancel your policy after 14 days, 

as long as you have not made a claim, you will 

be entitled to a refund of any premium you have 

paid that relates to a period which you will no 

longer be covered for. You may have to pay a 

cancellation fee.  

Any administration fees, including cancellation 

fees, are set out in Policy Expert’s terms and 

conditions. 

Our right to cancel your policy

We have the right to cancel your policy at any 

time if there is a valid reason for doing so (for 

example, if you haven’t met one of the general 

conditions), by sending 14 days’ notice to you at 

the last address we have on file for you. We will 

not give you notice if you have committed fraud.   

 

We will tell you our reason for cancelling the 

policy. 

As long as you have paid the premium in full, 

you will be entitled to a refund of any premium 

you have paid that relates to the period shown on 

the insurance documents that has not yet passed 

(unless we cancel your policy because of fraud).

We do not have to accept any application you 

make to renew the insurance. 

If we or you cancel this policy, we will 

automatically cancel any other insurance you 

bought with it. 

5. Fraud 
In order to protect our customers from the cost of 

fraud, we work to detect and prevent fraud. 

We expect you and anyone acting for you, to act 

honestly. 

 

If you or anyone acting for you deliberately 

provides information as part of your application 

that is not true and complete to the best of your 

knowledge and belief, this insurance will not be 

valid. 

If you or anyone acting for you makes any false or 

fraudulent claim or uses false, fraudulent or stolen 

documents, devices or statements to support a 

claim or any part of a claim, we: 

 

a. will not be liable to pay the fraudulent claim;

b. may recover any sums we have paid to you 

for the fraudulent claim; and

c. may end the policy with effect from the date 

of the fraudulent act and keep all premiums 

you have paid. We will give you written 

notice if we do this.

We have the right to recover from you any 

costs we or our representatives have to pay in 

investigating any fraudulent claim.

If this insurance becomes void for any reason 

or we suspect that a crime may have been 

committed in respect of this policy, we have the 

right to tell the police or other relevant authority.
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6. Barristers opinion 
If we cannot agree over reasonable prospects of 

success on a claim you will be required to obtain 

an opinion from a barrister and pay the costs 

for doing so. If we subsequently agree to accept 

the claim, we will pay the costs of obtaining this 

opinion. 
 

7. Arbitration 
If you have a dispute about the handling of a claim 

that is not settled by our internal complaints 

procedure, you can contact the Financial 

Ombudsman Service for help.

There is a separate arbitration process available 

for disputes that are not covered by the Financial 

Ombudsman Service. 

Any such dispute between you and us may, 

where we both agree, be referred to an arbitrator, 

who will be either a solicitor or a barrister. 

 

If we cannot agree with you on the choice of 

arbitrator the Law Society will nominate one. 

We and you must keep to the arbitrator’s decision, 

which is binding and is carried out under the 

Arbitration act.

The side that loses the arbitration will pay all 

the costs of the arbitration. If the decision is not 

totally in favour of one side, the arbitrator will 

decide how the costs are shared. 
 

8. Premium payments 
If we have not been able to collect a premium 

payment or your credit agreement is cancelled, 

we will contact you to ask for the payment by a 

specific date. If you do not pay by that date we 

will cancel your policy immediately and tell 

you we have done this. (We will give you at least 

14 days’ written notice if we intend to cancel 

your insurance because we have not received a 

payment that should have been made under your 

credit agreement.)

General conditions (continued)

We will not make a payment for any claim 

made under this policy unless you have paid the 

premium due to us.  

 

If you pay your annual premium by monthly 

direct debit and we do not receive your monthly 

payments when they are due, you will not be able 

to make a claim. 

 

9. Contracts (Rights of Third Parties) 
Act 
Any person, company or business who is not 

named on this policy has no rights to enforce any 

terms or conditions of this policy. This will not 

affect any other rights that person, company or 

business has apart from under this Act. 

 

10. Renewal
During the month before your policy is due to end 

we will let you know by phone, letter or email if 

we are able to continue offering you insurance.

If we offer to renew your current policy, we may 

be able to arrange this using the payment details 

we already hold for you (unless you have told us 

otherwise). We refer to this as ‘automatic renewal’. 

We will always tell you whether or not we intend 

to renew your cover automatically. We will do 

this before we take full payment. This does not 

affect your right to cancel this policy in line with 

our cancellation policy.

Our renewal offer will include the premium and 

any changes in the terms and conditions for the 

next period.
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This insurance does not cover the following:

1.  any claim reported to us more than 180 days after 

the date an insured person should have known 

about the insured incident;

2. any claim brought against you; 

3. an insured event which began or occurred 

outside the period of insurance;

4. claims that you were aware of, or reasonably 

should have been aware of, before purchasing 

this policy;

5.  any charges or payments you receive or make 

before we accept the claim;

6.  any legal action an insured person takes which 

we or our authorised professional have not 

agreed to or where the insured person does 

anything that hinders us or our authorised 

professional;

7.  any costs arising from disputes between you and 

us;

8. any costs that are incurred after we have advised 

you that your legal action is best settled not by 

civil proceedings;

9.  any legal costs involved in an appeal, unless 

we agreed to cover the original legal action. 

We will consider the funding of appeals 

based on reasonable prospects of success and 

proportionality;

10. any claim relating to faults in the insured 

vehicle whether or not this is due to a faulty 

or incomplete service or repair, or where the 

insured vehicle was not in a roadworthy 

condition or there was no valid MOT certificate 

(where applicable);

11. any claims arising from any computer program, 

microchip integrated circuit or similar device 

failing to function correctly;

12. where proceedings are to be commenced in 

respect of an insured incident occurring within 

the territorial limits and outside of the United 

Kingdom, the authorised professional shall 

initiate proceedings within the courts of the 

United Kingdom only;

13. an application for judicial review; 

What is not covered (general exclusions)

14. any legal costs incurred in defending or pursuing 

new areas of law or test cases;

15. any matter in respect of which an insured person 

is entitled to Legal Aid where our liability shall be 

limited to the sum equal to any assessed income 

based contribution payable by the insured 

person towards legal costs incurred under the 

Crown Court Means Testing scheme where this 

applies;

16. any claim where there is an allegation that the 

insured person was in control of the vehicle 

whilst under the influence of alcohol or drugs 

(whether prescribed or otherwise);

17. any claim where your motor insurer is entitled to 

repudiate your motor policy;

18. the costs of a hire car that we have not, in 

advance, agreed to pay for in writing;

19. claims made by an insured person against any 

authorised passenger in the insured vehicle;

20. claims for passengers where there is a conflict of 

interest between you or the authorised driver 

and any other passenger(s);

21. any claim where an insured person (not being 

the policyholder) is driving under a ‘driving other 

cars’ extension to their motor insurance policy;

22. claims arising out of the use of an insured vehicle 

by you for racing, rallies, trials,  

off-roading or competitions of any kind or any 

use not permitted by your motor insurance 

policy;

23. any claim where at the time of the incident you 

or the driver of your car did not hold a valid 

driving licence;

24. if there is other insurance which covers the same 

loss, we will not pay more than our share of the 

claim;

25. any losses covered under another section of your 

motor insurance policy;

26. any costs, expenses or losses incurred due to any 

fraudulent, dishonest, deliberate or criminal act 

or intentional violence by an insured person, or 

by any other person acting in collusion with an 

insured person; 
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27. Electronic Data 

Any consequence, howsoever caused, including 

but not limited to Computer Virus in Electronic 

Data being lost, destroyed, distorted, altered, or 

otherwise corrupted.  

For the purposes of this Policy, Electronic Data 

shall mean facts, concepts and information 

stored to form useable for communications, 

interpretations, or processing by electronic 

or electromechanical data processing or other 

electronically controlled hardware, software 

and other coded instructions for the processing 

and manipulation of data, or the direction and 

manipulation of such hardware. 

For the purposes of this Policy, Computer Virus 

shall mean a set of corrupting, harmful, or 

otherwise unauthorised instructions or code, 

whether these have been introduced maliciously 

or otherwise, and multiply themselves through 

a computer system or network of whatsoever 

nature; 

28. Radiation 

Any direct or indirect consequence of: 

Irradiation, or contamination by nuclear material; 

or the radioactive, toxic, explosive or other 

hazardous or contaminating properties of any 

radioactive matter; or any device or weapon 

which employs atomic or nuclear fission or fusion 

or other comparable reaction or radioactive force 

or matter; 

29. Terrorism 

Any direct or indirect consequence of terrorism 

as defined by the Terrorism Act 2000 and any 

amending or substituting legislation.  

An act of terrorism includes any act, or 

preparation in respect of action, or threat of 

action designed to influence the government 

de jure or de facto of any nation or any political 

division thereof, or in pursuit of political, 

religious, ideological, or similar purposes to 

intimidate the public or a section of the public 

of any nation by any person or group(s) of 

persons whether acting alone or on behalf of 

or in connection with any organisation(s) or 

government(s) de jure or de facto, and which:

What is not covered (general exclusions - continued)

a. involves violence against one or more 

persons; or

b. involves damage to property; or

c. endangers life other than that of the person 

committing the action; or

d. creates a risk to health or safety of the 

public or a section of the public; or

e. is designed to interfere with or to disrupt an 

electronic system. 

This policy also excludes loss, damage, cost, 

or expense directly or indirectly caused by, 

contributed to by, resulting from, or arising out of 

or in connection with any action in controlling, 

preventing, suppressing, retaliating against, or 

responding to any act of terrorism;

30.  War 

Any direct or indirect consequence of war, civil 

war, invasion, acts of foreign enemies (whether 

war be declared or not), rebellion, revolution, 

insurrection, military or usurped power, or 

confiscation, nationalisation, requisition, 

destruction of or damage to property by or under 

the order of any government, local or public 

authority. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This insurance does not cover the following:
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You must tell us as soon as possible following an insured 

event. Please contact our Claims Helpline Service on 

0330 0600 686.  

 

For legal actions that are not small claims, we will 

instruct our approved lawyer to act for you to pursue or 

settle any legal action that we have accepted in 

accordance with the terms and conditions of this policy. 

 

For legal actions that are small claims, we will appoint 

a claims handler to act for you to pursue or settle any 

legal action we have accepted in accordance with the 

terms and conditions of this policy.

a. We can take over and conduct any claim or 

legal proceedings at any time in your name. 

We can negotiate or settle any claim on your 

behalf.

b. You or your lawyer shall notify us 

immediately in writing of any offer 

or payment into court with a view to 

settlement and you must secure our written 

agreement before accepting or declining any 

such offer. 

c. If an insured person does not accept a 

sensible offer to settle a claim, we may refuse 

to pay further legal costs. 

d. We may decide to pay an insured person 

the amount of damages he or she is claiming 

instead of starting or continuing legal 

proceedings. 

e. If a lawyer refuses to continue acting for 

you, or if you dismiss a lawyer, the cover we 

provide will end at once, unless we agree 

to appoint another lawyer. If you stop a 

claim without our agreement, or do not give 

suitable instructions to the lawyer, the cover 

we provide will end at once. Any legal costs 

incurred to date will then become your own 

responsibility and will be required to be 

repaid to the insurer.

f. Where a claim arising out of an insured 

incident can only be pursued in Scotland or 

Northern Ireland we shall appoint a lawyer 

to pursue the claim on your behalf within 

that jurisdiction.

g. We must give written approval before 

pursuing any legal action. 

Claims procedure
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We aim to give you the best possible service but if you 

have any questions or concerns about this insurance 

or the way in which we have handled your claim, you 

should follow the complaints procedure set out below.   

 

Please quote your policy number whenever you contact 

us to help us provide a quick and efficient response.

Making your complaint:  
If your complaint is about the way the policy was sold 

to you, please contact the agent:  

Customer Relations

Policy Expert 

Silbury Court West

352 – 390 Silbury Boulevard

Milton Keynes

MK9 2AF.

Phone:  0330 0600 601

If your complaint is about the way we have handled 

your claim, please contact: 

Customer Services Manager

Trinity Claims

PO Box 568

Tonbridge

Kent

TN9 9LT.

Phone:  0330 0600 686

If your complaint is about your policy, please contact: 

The Customer Relations Officer

QMetric Group Limited

32 – 38 Dukes Place

London 

EC3A 7LP.

Email: customercare@qmetric.co.uk 

 

 

 

 

 

 

 

Complaints procedure

If we have provided you with our final response and 

you are still not satisfied, you can refer your complaint 

to the Financial Ombudsman Service (FOS). The FOS is 

an independent body that can help you and us to reach 

an agreement on complaints which have already been 

through our complaints procedure. 

 

You can contact the Financial Ombudsman Service at: 

The Financial Ombudsman Service

Exchange Tower

London 

E14 9SR.

Phone: 0800 023 4567

Website: www.financial-ombudsman.org.uk 

You have six months from the date of our final response 

to refer your complaint to the FOS.  

Important note: the FOS can only consider your 

complaint if you have already given us  

the opportunity to deal with it.

  

European Online Dispute Resolution platform

If you bought your policy online, the European Online 

Dispute Resolution (ODR) platform can help settle any 

disputes about it. 

If you have a complaint about your policy, you can 

enter it onto the ODR platform. Your complaint 

will then be sent to the correct alternative dispute 

resolution scheme. For insurance complaints in the 

UK, this is the Financial Ombudsman Service, whose 

contact details are above.

For more information about ODR, please visit

http://ec.europa.eu/odr.

The above complaints procedure does not affect your 

legal rights as a consumer. For more information about 

your legal rights, contact your local authority’s trading 

standards service or Citizens Advice.
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Your insurers  
We have arranged this insurance with QIC Europe 

Limited, registered in Malta. Registration number 

C67694.

 

Registered office: 
The Hedge Business Centre, Triq ir-Rampa ta’ San Giljan, 

Balluta Bay, St Julian’s, STJ 1062, Malta.

QIC Europe Limited is authorised and regulated by the 

Malta Financial Services Authority (MFSA).

Policy Expert is a trading name of QMetric Group 

Limited who is authorised and regulated by the 

Financial Conduct Authority (FCA).  

FCA registered number: 529506.

Visit www.fca.org.uk for more information.  

 

Financial Services Compensation 
Scheme
QIC Europe Limited are covered by the Financial 

Services Compensation Scheme (FSCS).  

 

You may be entitled to compensation from the scheme 

if they cannot meet their obligations. This depends 

on the type and the circumstances of the claim. Most 

insurance contracts are covered for 90% of the claim.    

You can get more information about compensation 

scheme arrangements from the FSCS or you can visit 

www.fscs.org.uk.  

 

 

Protecting your personal information
The details provided here are a summary of how we 

and your insurer (QIC Europe Limited) collect, use and 

store your information. If you would like to read our 

full privacy policy, please visit our website at 

 www.policyexpert.co.uk/privacy-policy. 

Or you can contact our Data Protection Officer at

32-38 Dukes Place, London, EC3A 7LP.

 

If you would like to read QIC Europe Limited’s full 

privacy policy, please visit their website at 

www.qiceuropeltd.com/privacy-policy. 

Or you can contact QIC Europe Limited’s Data 

Protection Officer at their London branch at  

21 Lime Street, London, EC3M 7HB.  

Regulatory information

Collecting your information 

When you ask us about or buy insurance cover, or 

make a claim, we will ask you to provide personal 

information to us and your insurer. We also collect 

information about you from other sources, including 

information about how you interact with our websites, 

and publicly available information about you (and your 

family, if provided).

Using your information

The main reason we collect your personal information 

is because we need to provide the appropriate insurance 

cover to you. 

We will process your information fairly for the 

purposes of carrying out a contract, keeping to certain 

legal obligations which we have, and for legitimate 

business reasons in line with data protection legislation, 

including managing your policy, managing claims, 

preventing fraud and to allow us to provide selected 

marketing communications.

Sharing your information 

We may share the information you provide with a 

number of other interested organisations. This may 

include other insurers, regulators, industry bodies, 

public authorities, and fraud-prevention and 

credit-reference agencies. 

Keeping and storing your information

We will only keep your information for as long as is 

necessary to provide our products and services and to 

meet our legal and regulatory obligations.  

QIC Europe Limited may sometimes use providers and 

organisations outside the European Economic Area 

(EEA) to help manage insurance policies.  

Although some countries outside the EEA do not 

provide the same level of data protection as the UK, 

QIC Europe Limited will always make every reasonable 

effort to make sure your personal information is 

properly protected. 

We may monitor and record communication with you 

(such as phone calls and emails) for quality-control, 

training and fraud-prevention purposes, and to make 

sure we are keeping to all regulations that apply. 
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Your rights

You have a number of rights relating to the information 

we hold about you. These include accessing your 

information, updating your information, restricting the 

processing of your information and unsubscribing from 

marketing communications. 

Full details of your rights are set out in our and QIC 

Europe Limited’s privacy policies.

 

 

 

 

 

Regulatory information (continued)
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