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Legal advice helpline service

0330 0600 683

You can ring the legal helpline service to talk about any 

private legal problem under UK law, whether or not it 

results in a claim. We will tell you what legal rights you 

have and what action you can take.

Useful contact numbers

If you have a question about your policy 
cover, you should contact:

Policy Expert
Customer Relations
Silbury Court West
352-390 Silbury Boulevard
Milton Keynes
MK9 2AF.
Phone 0330 0600 601
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The following definitions have the same meaning 

wherever they appear in your policy or your schedule.  

They will always appear in bold font.

Authorised professional 
A solicitor, counsel, claims handler or mediator, 

accountant, firm of accountants or other appropriately 

qualified person or firm, who has been appointed and 

approved by us under the terms and conditions of this 

policy to represent the insured person. 

Claim limits
The limits as specified in the schedule in respect of:

• the amount we will pay for any one claim; and 

• the total amount we will pay in any one period of 

insurance 

Computer virus
A set of corrupting, harmful or unauthorised 

instructions or codes, which are introduced maliciously 

and which spread through a computer system or 

network.

Court
A court, tribunal or other competent authority.

Credit-reference agancy
Equifax, Experian and Call Credit.

Date of the incident
1. In civil cases the insured event happens on the 

date of the event that leads to the claim.

2. In criminal cases the insured event happens when 

an insured person began or is alleged to have 

begun to break the law in question. 

Electronic data
Facts, concepts and information converted to a form 

that can be communicated, interpreted or processed by 

electronic or electromechanical data-processing or other 

electronically controlled equipment. 

 

Electronic data includes programs, software and other 

coded instructions for processing and using data or 

directing and using this equipment. 

Excess
The first part of every claim, which you must pay (as 

shown on the schedule). 
 
Home
Your main private home, which must be within the 

territorial limits.

Identity theft
Using the identity of another person without their 

knowledge or permission to gain goods, services or to 

commit criminal activities in that person’s name. 

Indirect losses
Losses or damage which is not directly associated 

with the incident that caused you to claim, unless it is 

specifically stated in this policy. 

Insured event 
The initial incident, act or failure to act, which sets off 

a natural and continuous sequence of events that leads 

to a claim for professional fees or a benefit being paid 

under this policy.

Only one insured event will be considered to have 

arisen from all incidents, causes of action or events 

which are related by time or cause. 

 

Insured person
This means:

a. you (the policyholder);

b. your husband or wife, or your partner or civil 

partner who lives at the same address as you and 

shares financial responsibilities (this does not 

include any business partners or associates); and

c. your children and parents, if they normally live in 

your home.

Insured vehicle
A vehicle that you own or which you are legally 

responsible for, including any caravan or trailer (while 

being legally towed). 

Insurer
We have arranged this insurance with QIC Europe 

Limited, registered in Malta. Registration number 

C67694.

Definitions
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Legal proceedings
When formal legal proceedings are issued against an 

opponent in a court within the territorial limits.

Payment card
Bank, charge, cheque, credit, debit and cash dispenser 

cards. 

Period of insurance
The period of insurance shown in the schedule. 

 
Policyholder, you, your
The person who has paid the premium and is named in 

the schedule.

Professional fees
All reasonable and proportionate fees, costs and 

disbursements properly charged by the authorised 

professional as long as we give our authority 

beforehand.

Professional fees include your opponents’ costs in civil 

cases if you have been ordered to pay them, or if you 

pay them with our agreement. 

Professional fees will include VAT where it cannot be 

claimed back.

Prospects of success
We and the authorised professional agree that there is 

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

favourable outcome.

Schedule
The document which provides details of you (the 

policyholder) and the claim limits, and is attached to 

and forms part of this policy. 

 

Standard cost basis 
The level of professional fees that we would normally 

have to pay if we used our nominated authorised 

professional.  

Territorial limits
United Kingdom (meaning England, Scotland, Northern 

Ireland, Wales), Channel Islands and Isle of Man. 

 

 

We, us, our 
Policy Expert on behalf of QIC Europe Limited.

Policy Expert is a trading name of QMetric Group 

Limited, who are authorised and regulated by the 

Financial Conduct Authority (FCA).
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Policy cover

We will pay your claim (and if you ask us to, the claim 

of any other insured person) for professional fees on 

our standard cost basis arising from an insured event 

within the territorial limits if we believe there are 

reasonable prospects of success.  

We will pay for the following insured events up the 

claim limits if you tell us about the claim during the 

period of insurance and as long as you keep to all the 

terms, conditions and exclusions of this policy. 

 

We do not cover the amount of the excess, as shown in 

your schedule. 

 

Insured events

1. Personal injury  
What is covered? 

Professional fees to pursue a civil claim for 

damages relating to death of or bodily injury to an 

insured person caused by negligence. 

 

What is not covered? 

Professional fees:

a. arising from any illness or bodily injury 

which develops gradually, including stress 

or psychological-related conditions;

b. arising from the extended use of artificial 

tanning equipment; 

c.  that fall within the limits which can be dealt 

with in the small claims court; or

d.  defending your legal rights in claims 

against you, but we will cover defending 

a counterclaim (a claim another person 

makes in response to a claim you have made 

against them). 

2. Consumer disputes 
What is covered?  

Professional fees arising from a contractual 

dispute relating to an agreement which an insured 

person has entered into for:

i. receiving services;

ii. buying (including under a hire-purchase 

agreement), hiring, or selling any personal 

goods; or

iii. buying or selling your home.

 

Claims that fall within the small claims court 

We will pay appropriate experts and court fees 

and provide help from our own in-house legal 

advisors to build your case as long as the value 

of the goods or services in dispute or the total 

instalments due at the time of making the claim is 

more than £100. 

 

Claims above small claims court limits 

We will pay professional fees charged by the 

authorised professional. 

 

What is not covered? 

Professional fees arising from:

a.  any contract entered into in connection 

with a profession, business or trade

b. any contract under which an amount of 

money was due and should be paid more 

than 180 days before the claim was reported;

c. any contract relating to work carried out in 

or on land, buildings or your home; claims 

relating to planning, building, extending, 

altering, converting, or demolishing any 

buildings (this exclusion does not apply 

to common home improvements, such as 

installing a new kitchen or bathroom);

d.  any contract of insurance if the dispute is 

only about the amount of money or other 

compensation that should be paid under 

thecontract (including any settlement paid 

under an insurance policy);

e. any incidents which happen as a result of 

faulty or poor-quality products, goods or 

services;

f. disputes with local or government 

authorities; or

g. claims relating to loans, mortgages, pensions, 

investments or borrowing. 

3. Home rights 
What is covered?  

Professional fees arising from pursuing civil 

claims arising out of the following:

i.  An event which causes loss or damage to: 

  -  goods owned by the insured person or 
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which they are responsible for; or

  -   your home.

ii.  A legal nuisance or trespass (a claim that 

your legal rights relating to owning, living 

in and using your home have been broken).

 

What is not covered? 

Professional fees arising from:

a.  a contract you have entered into;

b.  any land or buildings other than your home;

c.  claims relating to planning, building, 

extending, altering, converting, demolishing 

any buildings on any land; 

d.  disputes with government, public or local 

authorities;

e.  disputes involving leased or rented property, 

or relating to or arising out of any tenancy 

agreement or a licence to use land or 

buildings;

f.  compulsory purchase, confiscation, 

nationalisation, requisition or destruction 

of, or restrictions or controls placed on your 

property by any government, public or local 

authority;

g.  actual or planned construction, closure, 

adoption or repair of roads or bridges, or the 

actual or planned construction, demolition 

or adaptation of buildings, housing or other 

work;

h.  claims relating to damage to goods covered 

by another insurance policy; or

i.  subsidence caused by mining. 

4. Identity theft 
What is covered?

i.  Professional fees following identity theft to 

an insured person: 

-  to defend a claim from a financial 

institution, merchants or their collection 

agencies; 

-  for removing any criminal or civil 

judgments which have been wrongly 

entered against the insured person; 

-  for challenging the accuracy or 

completeness of any information in a report 

from a credit-reference agency; and 

- to create documents needed to prove the 

insured person’s innocence in relation to 

any financial irregularities.

ii. Postal and phone costs the insured person 

has to pay in dealing with financial 

institutions, the police and credit-reference 

agencies to report or discuss a case of 

identity theft;

iii. Fees charged for reapplying for a loan if 

the original application was rejected just 

because the lender received incorrect credit 

information.

iv.  Any earnings the insured person loses as a 

result of needing to take time out of work 

to go to see the police, financial institutions 

or credit-reference agencies to report or 

discuss a case of identity theft. 

What is not covered? 

Professional fees arising from:

a. any identity theft connected with your 

business, profession, or occupation;

b.  any legal action where the insured person 

does not have reasonable prospects of 

success;

c.  any costs, expenses or losses that are 

the result of any fraudulent, dishonest 

or criminal act by an insured person, or 

any other person acting together with an 

insured person; or

d.  any indirect losses. 

Conditions for identity theft claims 

Please read the following carefully to make sure 

you keep to the conditions of this section. 

 

If an insured person discovers their identity has 

been stolen, they must:

i.  contact the Helpline Service before they pay 

or agree to pay any costs;

ii. file a police report within 12 hours of 

discovering the identity theft;

iii.  let their payment card company (or 

companies) and all other account providers 

know about the identity theft within 12 

hours of discovering it; 
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iv.  fill in and return any claim forms, including 

an authorisation for us to ask for records 

and other necessary information;

v.  provide their address history for the last six 

years;

vi.  if they want to make a claim for lost wages, 

send us proof of their financial loss and 

provide evidence to show that this was 

necessary;

vii.  send us copies of any demand notices, 

summonses, complaints, or legal papers as 

soon as they receive them in connection 

with a loss they have suffered; and

viii. take all necessary action to prevent further 

loss or damage caused by the identity theft.

 

We will give the insured person a dedicated 

claims handler who will help them to identify the 

extent of their problem. The claims handler will 

offer advice and guidance, and help them prepare 

documents to make sure the problem and any 

possible losses are reduced as far as possible.
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Claims procedures and conditions

 

 
 

1. Telling us about a claim  
Before you agree to any costs, you must contact 

the relevant claims notification service for advice 

and support. If you fail to do this, we may refuse to 

pay your claim. 

 

We will not accept responsibility if any claims 

notification service fails for reasons beyond our 

control.

2.  Claims procedure 
You must tell us about any event or circumstance 

which may lead to a claim under this policy 

within a reasonable time of it happening, and 

always within 90 days. 

 

You must get our permission in writing before 

agreeing to any professional fees.   

 

We will not enter into discussions or 

correspondence with anyone other than you (or, 

with your agreement, an insured person) or your 

(or the insured person’s) personal representative 

(if you die or suffer a serious injury) in relation to 

the claim. 

 

If, after receiving a claim or during the course of a 

claim, we decide that:      

i.  your prospects of success are too low

ii. the costs would be too high considering the 

value of the claim; or

iii. it would be better for you to take a different 

course of action;

we will write to you giving our reasons why we 

cannot agree to the claim, and we will not then 

have to pay any further professional fees for this 

claim.      

 

If we feel that it is reasonable for professional 

fees to be paid (and if you have paid the excess), 

we will:

iv.  take over the claim on your behalf; and 

v. appoint an authorised professional to act on 

your behalf.

The authorised professional will try to settle 

your claim by negotiation, without having to go 

to court. 

 

We may limit any professional fees that we will 

pay under the policy in pursuing or continuing to 

pursue or defend any claim if:   

i.  we feel it is unlikely that we will achieve a 

sensible settlement;   

ii. the likely settlement amount is not in 

line with the time and expense needed to 

achieve a settlement; or

iii.  your prospects of recovering any amounts 

you are claiming are not reasonable. 

If it may cost us more to handle a claim than the 

amount in dispute, we may decide to pay you the 

amount in dispute instead of continuing with the 

claim. If we do this, the payment will represent 

full and final settlement under this policy (as 

long as you and we have met all the terms and 

conditions of this policy).

 

We may ask you to get an opinion from a 

solicitor or barrister if there is a disagreement as 

to whether it is worth making or continuing a 

claim or legal proceedings. You will have to pay 

any costs involved in getting this advice, unless 

the advice shows that your claim has reasonable 

prospects of success, in which case these costs will 

be covered.               

 

If you make a claim under this policy which you 

later decide not to take any further, you will be 

responsible for any legal costs that apply up until 

the date you stop the claim and you will have 

to pay these to the insurer. You must get our 

approval before you stop or withdraw a claim.

Important phone number 
 
Legal claims and identity theft notification 
service 

0330 0600 682 
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If you do not accept a reasonable offer to settle a 

claim, we may refuse to pay any further costs and 

expenses. 

 

Please note that if you ask anyone to provide 

services for you before contacting the Helpline 

Services and have to pay charges as a result, any 

costs which we have not agreed to in writing will 

not be covered.

3.  Representation 
We can take over and carry out in your name the 

prosecution, pursuit, defence or settlement of any 

claim at any time. We can negotiate any claim on 

behalf of an insured person. We will nominate 

and appoint an authorised professional to act on 

your behalf, and you must accept our nomination.  

 

If the authorised professional cannot negotiate 

settlement of your claim and it is necessary to go 

to court and we have agreed legal proceedings, 

you may choose your own professional.  If you 

decide to do this, we must agree beforehand and 

you must send us their name and address. You 

must enter into a separate contract of appointment 

direct with them. 

 

When selecting your own professional, you must 

consider your legal duty to keep the costs for your 

claim as low as possible and take reasonable steps 

to reduce any amount we have to pay. 

 

If you decide to choose your own professional, you 

will be responsible for any professional fees which 

are higher than our standard cost basis. 

4.  Carrying out a claim 

i.  You must at all times co-operate with us and 

give us and the authorised professional (or 

the professional you have chosen) evidence, 

documents and any relevant information that 

we ask for. You must pay any charges involved in 

doing this.  

ii.  You must attend, at your own expense, any 

meetings the authorised professional (or the 

professional you have chosen) asks you to attend. 

iii.  We will have direct contact at all times with the 

authorised professional (or the professional you 

have chosen) and they must co-operate with us at 

all times and keep us up to date with the progress 

of the claim. 

iv.  We are entitled to any information, form, report, 

copy of documents, calculations, account or 

correspondence relating to the matter whether or 

not this is privileged information. 

v.  You must tell us if anyone makes a payment into 

court or offers to settle your claim, and you must 

get our written agreement before accepting or 

declining any such offer.  

vi.  You must get our permission before instructing a 

barrister, witness or expert, or before making any 

promise to the court. 

5.  Recovering costs 
You should take all steps to recover costs, charges, 

fees or expenses.  

 

If you are awarded any costs we have paid (not 

your damages), you must refund these to us. 

 

If the person making the payment pays it 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. 

 

You must instruct the professional you have 

chosen to have legal costs taxed, assessed or 

audited if we ask for this. We have the right to 

have costs assessed by a court.
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General exclusions
 

The following exclusions apply to all sections of this policy.

1. Professional fees:
a.  if the date of the incident was before your 

legal expenses insurance cover started with 

Policy Expert;

b.  if the relevant period for bringing a claim 

has passed;

c.  if the insured person should have realised 

when buying this insurance that there may 

be a claim made under it;

d. from before we accept a claim in writing;

e.  we have not approved or which are more 

than we have approved;

f.  if you fail to give us or the authorised 

professional proper instructions in good 

time;

g.  if you are responsible for anything which 

we believe harms your case, or if the 

incident was intentionally brought about by 

you;

h.  if you withdraw instructions from the 

authorised professional, fail to respond to 

the authorised professional or withdraw 

from the legal proceedings, or the 

authorised professional refuses to continue 

to act for you;

i.  if you decide that you no longer want to 

continue your claim (if this happens, you 

will also be responsible for all costs that 

have been charged up to this point);

j.  relating to the amount that is more than our 

standard cost basis if you have decided to 

use an authorised professional of your own 

choice; or

k. while you are bankrupt or your affairs are 

in the hands of a receiver.

2. Pursuing, continuing to pursue or defending 

any claim if we consider it is unlikely that we 

will achieve a sensible settlement or if the likely 

settlement amount is not in proportion to the time 

and expense involved.

3.  Claims which you carry out in a way which is 

different from the advice or proper instructions 

you receive from us or the authorised 

professional.

4. Legal expenses of any appeal proceedings unless 

you tell us in writing that you want to appeal 

within the timeframes allowed and we believe the 

appeal has reasonable prospects of success.

5. Any professional fees and expenses that could 

have been recovered under any other insurance 

except for the difference between the fees and 

expenses and the amount which would be payable 

under the other insurance if this policy did not 

exist.

6. Damages, fines, compensation or other penalties a 

court or other authority orders you to pay.

7.  Claims arising from an insured event which 

arises from your deliberate act, failure to act or 

misrepresentation.

8. Any dispute relating to written or verbal remarks 

which damage your reputation.

9. Legal proceedings outside the territorial limits 

and proceedings in constitutional international or 

supranational (involving more than one country) 

courts or tribunals, including the European Court 

of Justice and the Commission and Court of 

Human Rights.

10. A dispute which relates to any compensation or 

amount due under a contract of insurance. 

11. A dispute with us which is not dealt with under 

the arbitration condition (see General conditions 

on page 11).

12. Any dispute relating to patents, copyrights, trade 

or service marks, registered designs, passing off 

intellectual property, trade secrets or confidential 

information.

13.  An application for judicial review (an application 

for a judge to review the legality of a decision 

made or action taken by a public body).

14.  Any professional fees involved in defending or 

pursuing new areas of law or test cases.

15. Any claim directly or indirectly arising from 

an allegation of mis-selling financial services or 

products or not managing them properly.

16.  If an insured person is entitled to legal aid, our 

liability will be limited to an amount equal to any 

assessed income-based contribution the insured 

person must pay towards professional fees under 

the Crown Court’s means-testing scheme.

17.  Any claim involving medical or clinical negligence 

or pharmaceutical or any related claims (including 

tobacco products). 
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18.  Any claim against another person who is insured 

on this policy, or disputes between an insured 

person and their family (including divorce, 

separation, marriage or civil partnership disputes).

19. Claims falling within the limits which can be dealt 

with in the small claims court other than as set out 

under insured event 2– Consumer disputes.

20.  Legal proceedings between an insured person 

and any government or public or local authority 

concerning any statutory charges unless an 

insured person has suffered or could suffer 

financial loss if the legal proceedings are not 

pursued or defended.

21. Any professional fees relating to your alleged 

dishonesty, alleged violent behaviour, deliberate 

or dishonest acts or failure to act (other than under 

insured event 11 - Motoring criminal prosecution).

22. Any matter arising from an insured person’s 

business or trade.

23. Any loss or damage that is insured under any 

other insurance policy.

24. Any claim, however caused (including by 

computer virus), relating to electronic data being 

lost, destroyed, distorted, altered or otherwise 

corrupted.

25. Any claim caused by, contributed to or arising 

from:

•  irradiation or contamination by nuclear material;

•  the radioactive, toxic, explosive or other hazardous 

or contaminating properties of any radioactive 

matter;

•  any device or weapon which uses atomic or 

nuclear fission or fusion or other comparable 

reaction or radioactive force or matter; 

• any direct or indirect consequence of terrorism 

as defined by the Terrorism Act 2000 and any 

legislation which amends or replaces that act; or

• any direct or indirect consequence of war, civil 

war, invasion, acts of foreign enemies (whether 

war is declared or not), rebellion, revolution, 

insurrection, military or usurped power, or 

confiscation, nationalisation, seizure, destruction 

of or damage to property by or under the order of 

any government, local or public authority. 

 

 

 

 

 

 

 



11Policy Expert Legal Select

General conditions

The following conditions apply to all sections of this policy.

1. Changes we need to know about  
You must take reasonable care to contact Policy Expert 

as soon as possible if there are changes that may affect 

this insurance including the following.

a. if your address changes.

b.  if your home is no longer your main home. 

When you tell us about a change we may reassess the 

premium and terms of your policy. We will confirm any 

changes with you.

If you do not tell us about these changes we may declare 

your policy void and treat it as though it never existed.

2. Acts of parliament 
Any reference to Act of Parliament in this policy will 

include any act which amends or replaces the original 

act and will also include equivalent legislation in 

Scotland, Northern Ireland, the Channel Islands, the Isle 

of Man and under European Law if this applies in the 

United Kingdom.

3. Arbitration 
Any dispute between you and us which is not settled 

by our internal complaints procedure will be referred 

to a single arbitrator who will be suitably qualified. 

You and we must both agree, in writing, to the choice 

of arbitrator.  If we cannot agree, the Law Society will 

nominate one. Where appropriate, the dispute will be 

settled on the basis of written submissions. The costs of 

settling the dispute will be met in full by the party the 

decision is made against. If the decision is not clearly 

made against either you or us, the arbitrator will decide 

how the costs are shared.

The dispute will be governed by the laws of England 

and Wales.

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 us 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 it being 

issued, 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 of £25. 

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 we 

reasonably suspect fraud). If we decide to do this, we 

will send 14 days’ notice to you at the last address we 

have on file for you. We will tell you our reason for 

cancelling the policy.

As long as you have the 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.

We do not have to accept any application you make to 

renew the insurance.

5. Contracts (Rights of Third Parties)  
Act 1999
No person, company or business who is not named on 

this policy will have any 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. 

6. Due care 
You must take due care and take all reasonable 

precautions to prevent incidents that may lead to a 

claim and to reduce the amount we might have to pay. 

7. Fraud
In order to protect our customers from the cost of fraud, 

we work to detect and prevent fraud.  
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We expect you, your family or anyone acting for you, 

to act honestly. If you (or your family)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 your family) 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: 

i.  will not to liable to pay the fraudulent claim;

ii. may recover any sums we have paid to you for the 

fraudulent claim; and

iii. 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.

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.

We have the right to recover from you or your family 

the costs we or our representatives have to pay in 

investigating any fraudulent claim. 

8. Law 
This policy will be governed by and managed in line 

with the law of England and Wales unless you live in 

Scotland, in which case the law of Scotland will apply. 

If you live in the Channel Islands, the relevant law 

governing the Channel Islands will apply.

9. Notices 
Any letter or notice about this insurance will be 

properly issued if it is sent to the last known address of 

the person meant to receive it.

10. Your obligation
Our liability to make any payment under this policy 

will depend on you meeting the terms and conditions 

of this insurance. You must pay the premium and give 

us the correct information, which this contract will 

be based on. This document forms a legally binding 

contract of insurance between you and us. No one else 

has the right to enforce any part of this contract.

If our position is affected because you have not 

followed the terms and conditions of this policy, we 

have the right to:

• refuse or withdraw from any claim;

• refuse to pay costs we have already agreed to 

meet; and

• claim back from you any costs we have paid. 

11. 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 you 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.

If you do not want to renew your insurance, please let 

us know before the renewal date of your policy.

If we are unable to offer to renew your policy, we will 

write to you at the last address we have on file for you. 

We strongly advise you to review your policy each year 

to make sure you have suitable cover in place.
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Complaints procedure

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 682  

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

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: 0300 123 9123 

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.

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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Regulatory information

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 are authorised and regulated by the 

Malta Financial Services Authority (MFSA).

Policy Expert is a trading name of QMetric Group 

Limited who are 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 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 71 Fenchurch Street, London 

EC3M 4BS, United Kingdom. 

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’ll 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.
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