Important Information
We are introducing some changes to your policy from this renewal.
This leaflet is only a summary of the main changes and does not form part of the contract between us.
It is very important that you read this document, if you wish to view a copy of the full updated policy
wording please call 0345 246 0453 to request a copy. If you have any questions, please do not hesitate
to contact us.
We have not given you a personal recommendation as to whether this policy is suitable for your
specific needs and just to let you know our consultants may receive a bonus if you purchase any
cover with us.
With effect from the 5th December 2018 we have added the following FAQ:

Do you have a National Network of Repairers?
Yes, we have a UK-wide repair network who will deal with all aspects of your repair, they will arrange
a time to collect your car, undertake the repairs and on completion deliver your car back to you.
With effect from the 11th June 2018 we have amended the wording to make it clearer:

Section C – Fire and Theft
What is covered
If your car is lost or damaged as a result of theft, attempted theft, fire, lightning or explosion, we have
the option to:
• pay to repair the damage or repair the damage ourselves;
• replace what is lost or damaged if this is more cost-effective than repairing it; or
• settle your claim by sending you a cheque or by bank transfer.
If your car keys are stolen we will pay the cost of replacing the:
• affected locks;
• lock transmitter and central locking interface;
• affected parts of the alarm and/or immobiliser, if it can be established to our reasonable
satisfaction that the identity or garaging address of your car is known to any person who is in
possession of your keys.
The most we will pay
We will not pay more than the market value of your car at the time of the loss (less any excess that
may apply).
With effect from the 5th December 2018 we have added the following wording to make it clearer:

Exceptions which apply to sections B, C and D
The valuation of your cherished plate is not included in any valuation of your claim.
The cost of placing the cherished plate on retention where following a claim your car is beyond
economical repair. The loss of use of the cherished plate where you have failed to place the plate on
retention in good time where following a claim your car is beyond economical repair.
With effect from the 5th December 2018 we have amend part of the wording to make it clearer:

Conditions which apply to sections B, C and D
4. Repairs
When our approved repairers carry out the repairs, you do not need an estimate. Repairs carried out
by our approved repairers are guaranteed for five years unless you sell your car.
Where we have agreed with you for reasonable and necessary repairs to be carried out at a repairer
of your choice, you must give us full details of the incident and we must approve the detailed repair
estimate before the work begins. Unless repairs are carried out by our approved repairers they are
NOT guaranteed by us even though we may pay for those repairs directly.
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5. Uneconomical repairs
If your car is uneconomical to repair (written off) and we agree to settle your claim on that basis,
you still owe us the total yearly premium (whether you pay annually or by monthly instalments
under a credit agreement) as we will have met our responsibilities to you under the policy.
Once we settle your claim, your car will become our property and you must send us the
registration document. All cover will then end unless we agree differently. We will not refund any of
your premium if you pay annually.
If you pay by instalments under a credit agreement you must pay to us:
(1) all instalment payments that have already fallen due under the credit agreement and remain
unpaid; and
(2) the total remaining balance under the credit agreement.
If we agree to pay your claim and you have not paid the amounts due to us under (1) and (2) above,
we may reduce the amount that we pay in settlement of your claim by the amount that you owe us.
Alternatively, we may write to you asking you for the full payment.
With effect from the 11th June 2018 we have amended the wording to make it clearer:

Section F – Other benefits
5. Child car seats
If you have a child car seat fitted to your car and your car is involved in an accident, damaged by
fire or theft or stolen and not recovered, we will arrange a replacement, or cover you for the cost
of replacing the child car seat with a new one of a similar standard, even if there is no apparent
damage. You may be required to provide proof of purchase as part of the claim validation process.
With effect from the 5th December 2018 we have amend part of the wording to make it clearer:

Section G – Territorial limits and foreign use
3. Extending your policy cover abroad
For an extra premium, your policy can be extended for an agreed period to provide the same level
of cover under section B, C & D as you have in the territorial limits, (providing you currently have this
cover – please refer to your schedule). Your car will also be covered during journeys between those
countries by a recognised carrier. However, you must call us to arrange cover.

Section H – Uninsured Loss Recovery (optional extra)
This section only applies if it is shown on your schedule.
This cover can be used to claim your uninsured losses if you and your car are involved in a road
traffic accident with a moving vehicle, as defined by the Road Traffic Act, where someone else
is to blame.
We will pay the costs to help you claim your uninsured losses from the person who was to blame for
the accident.
Examples of what uninsured losses you may claim for include:
• compensation for your death or physical bodily injury;
• accident repair costs if you do not have comprehensive cover;
• damage to any belongings in your car that you are legally responsible for; or
• any other financial losses incurred as a direct result of the accident.
Definitions
The following definitions apply to this section and are in addition to those shown on page 6 of
the policy.
Appointed representative or Solicitor – The preferred law firm, solicitor, or other suitably
qualified person appointed by us to represent you under this section of the policy.
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Costs
a) All reasonable, necessary and proportionate legal fees, expenses and disbursements charged
by the appointed representative and agreed by us. Legal fees, expenses and disbursements will
be assessed on the standard basis or in accordance with any fixed recoverable costs scheme,
if applicable;
b) The fees incurred by your opponent which you are ordered to pay by a court and any other fees
we agree to in writing.
Court – Court, tribunal or other suitable authority.
Preferred law firm – The law firm we choose to provide legal services. These legal specialists
are chosen as they have the expertise to deal with your claim and must comply with our agreed
service standards.
Reasonable prospects of success – We and the appointed representative agree that there is a better
than 50% chance that you will:
a) obtain a successful judgment; and
b) recover your losses or damages or obtain any other legal remedy we agree to, including an
enforcement of judgment, making a successful appeal or defence of an appeal.
Terms of appointment – A separate contract which we will require the appointed representative
to enter into with us if they are not a preferred law firm. This contract sets out the amounts we
will pay the appointed representative under your policy and their responsibilities to report to us at
various stages of the claim.
Territorial limits – Jersey, Guernsey, Isle of Man 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.
What is covered
This cover can be used to claim your uninsured losses if you and your car are involved in a road
traffic accident with a moving vehicle, as defined by the Road Traffic Act, where someone else
is to blame.
We will pay the costs to help you claim your uninsured losses from the person who was to blame
for the accident. The most we will pay for all claims, including any appeal or counterclaim that arise
from the same incident is £100,000 (including VAT).
Cover will be provided as long as:
a) we and your appointed representative agree your claim has reasonable prospects of success
for the duration of the claim;
b) at the time of the incident, your car is being used by a person identified in, and for a purpose
allowed by, your certificate of motor insurance;
c) the incident happens within the territorial limits and during a period cover was in force; and
d) any legal proceedings will be carried out within the territorial limits by a court.
Exceptions which apply to Section H – Uninsured Loss Recovery
See also the general exceptions which apply to the whole policy.
We don’t cover claims arising from or relating to:
a) costs that relate to the period before we accept your claim;
b) fines, penalties, compensation or damages which you are ordered to pay by a court;
c) a dispute with us about this section of the policy other than as shown under ‘How to make a
complaint’ on page 25;
d) loss or damage that is insured under another section of this policy or any other insurance policy;
e) any appeal where we did not provide cover for the original claim; or
f) incidents which begin before the cover started;
g) psychological injuries or mental illness unless they result from an insured event that also causes
physical bodily injury to you;
h) action against another person who is insured by this policy, where that person is to blame for
the accident.
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Conditions which apply to Section H – Uninsured Loss Recovery
See also the general conditions which apply to the whole policy. General conditions 2, 3 and 4 on
page 21 do not apply to Section H – Uninsured Loss Recovery

1. Observing the policy terms
You must comply with all of the terms and conditions of this policy, take all reasonable precautions
to minimise the cost of claims and to prevent a claim from happening. If our position is prejudiced
as a result of you not observing any of 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 costs that we have paid.

2. Reporting your claim
a) You must report full and factual details of your claim to us within a reasonable time of
it happening.
b) You must send us any information that we ask for that is reasonable and relevant to your claim
(you must pay any charges involved in providing this information).

3. Choosing an appointed representative
a) You have the right to choose an appointed representative to safeguard your interests from the
time you have the right to make a claim under this policy. This includes the right to choose the
solicitor to serve your interest in any inquiry or proceedings or if a conflict of interests arises.
b) If you choose an appointed representative who is not a preferred law firm they must agree to
act for you in line with our terms of appointment (you can ask us for a copy). Cover for their
costs will only commence from the date they agree to our terms of appointment.
c) The appointed representative will enter into a separate contract of appointment directly with
you. You will be responsible for costs incurred by the appointed representative which are not
authorised by us.

4. Co-operating with the appointed representative and us
a) If we ask, you must tell the appointed representative to give us any documents, information or
advice that they have or know about.
b) You must fully co-operate with the appointed representative and us, and not take any action
that has not been agreed by your appointed representative or by us.
c) You must keep us and the appointed representative continually and promptly informed
of all developments relating to the claim and provide us and the appointed representative
immediately with all information, evidence and documents that you have or know about.
d) You must get our permission before instructing a barrister or an expert witness.
e) We can contact the appointed representative at any time, and he or she must co-operate fully
with us at all times.

5. Barrister’s opinion
If there are conflicting opinions over reasonable prospects of success you will be required to obtain
an opinion from a barrister; the choice of the barrister needs to be agreed between you and us.
You will be responsible for paying for the opinion unless it shows that your claim has reasonable
prospects of success.

6. Settling or ending your claim
a) You must tell us if anyone makes a payment into court or offers to settle your claim.
b) You must not stop, settle, negotiate or withdraw from a claim or withdraw instructions from
the appointed representative without our approval. We will not withhold our approval without
good reason.
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c) If an appointed representative refuses to continue acting for you with good reason, or if you
dismiss them without good reason, cover for your claim will end immediately unless we agree to
appoint another appointed representative.
d) We can decide to settle your claim by paying you the compensation you are likely to be awarded
by a court instead of starting or continuing your claim or legal proceedings. If your claim is not
for damages, we may decide to settle your claim by paying you the equivalent financial value of
your claim.
e) We can refuse to pay further costs if you do not accept a payment into court, or an offer to settle
a claim, which we or your appointed representative considers should be accepted.
f) We can refuse to pay further costs if we or the appointed representative consider that those
costs would be disproportionate to the value of the claim.
g) You must tell us if your claim no longer has reasonable prospects of success.
h) We can refuse to pay further costs if your claim no longer has reasonable prospects of success.

7. Assessing and recovering costs
a) We have the right to have costs certified by the appropriate professional body, audited by costs
draftsmen we choose or assessed by a court.
b) You must tell your appointed representative to claim back all costs that you are entitled to. If costs
we have paid are recovered, you must refund them to us.
c) We and you will share any costs that are recovered where.
i) We refused to pay further costs and you paid more costs to end your claim.
ii) You chose to pay the difference between the costs we offered to the appointed representative
under our terms of appointment and the costs charged by the appointed representative.
We and you will each receive the same percentage of the recovered costs as originally paid.

8. Cancellation
You can cancel this section of your policy at any time by telling us either over the phone or in writing.
• If you cancel this section before cover is due to start, we will return any premium you have paid
in full.
• If you cancel this section after it has started we will return any premium paid less a charge for
the number of days for which cover has been given.
We will not refund any premium if you have made a claim or if one has been made against you
during the period of cover.
With effect from the 11th June 2018 we have amended the wording to make it clearer.

General conditions
General conditions which apply to sections A to H
3. Claims procedure – Our rights and your obligations
a) You must not admit liability for or negotiate to settle any claim without our written permission.
b) We are entitled to:
• take over and carry out the negotiation, defence or settlement of any claim in your name, or in
the name of any other person covered by this policy;
• take proceedings in your name, or in the name of any other person covered by, and in
connection with, this policy for your, or our own, benefit;
c) you must give us any information and help we need.
This condition does not apply to section H.

5a. Cancellation by us
We have the right to cancel your policy at any time by giving you at least 7 days’ notice in writing
where there is a valid reason for doing so. We will send our cancellation letter to the latest address
we have for you.
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Valid reasons may include but are not limited to:
• where you are required in accordance with the terms of this policy, to co-operate with us,
or send us information or documentation and you fail to do so in a way that substantially affects
our ability to process your claim, or deal with your policy;
• where there are changes to your circumstances which mean you no longer meet our criteria for
providing motor insurance;
• where you have used threatening or abusive behaviour or language or you have intimidated or
bullied our staff or suppliers;
• where we reasonably suspect fraud.
If we cancel your policy we will return the premium paid less the amount for the period the policy
has been in force.
If you have made a claim or if one has been made against you and we cancel your policy, we will
return the premium paid, less a charge for the number of days for which cover has been given.
If you are a resident of Northern Ireland, Isle of Man or the Channel Islands you must return the
certificate of motor insurance to us.
If we cancel due to the non-payment of premium please see condition 11 ‘If you miss a payment’.
With effect from the 5th December 2018 we have amended the wording to make it clearer:

General conditions which apply to sections A to H
5b. Cancellation by you
We will not refund any premium if you have made a claim or if one has been made against you
during the period of cover (regardless of whether you pay annually or by monthly instalments under
a credit agreement).
If you pay by instalments under a credit agreement you must pay to us:
(1) all instalment payments that have already fallen due under the credit agreement and remain
unpaid; and
(2) the total remaining balance under the credit agreement.
If we agree to pay your claim and you have not paid the amounts due to us under (1) and (2) above,
we may reduce the amount that we pay in settlement of your claim by the amount that you owe us.
Alternatively, we may write to you asking you for the full payment.
If you are a resident of Northern Ireland, Isle of Man or the Channel Islands you must return the
certificate of motor insurance to us.

11. If you miss a payment
If we have been unable to collect the instalment payment(s) due under your credit agreement on
the date(s) due, we will write to you in order to give you the opportunity to make the payment(s).
If any instalment amount remain(s) unpaid by the date we set out in our letter, we will give you
14 days’ notice that we will cancel your policy, and inform you in writing when this cancellation
has taken place.
If you have made a claim, or one has been made against you before the date that we cancel the
policy you must pay to us:
(1) all instalment payments that have already fallen due under the credit agreement and remain
unpaid; and
(2) the total remaining balance under the credit agreement.
If we agree to pay your claim and you have not paid the amounts due to us under (1) and (2) above,
we may reduce the amount that we pay in settlement of your claim by the amount that you owe us.
Alternatively, if you are in arrears at the time of the claim, we may refuse your claim.

12. If you owe us an additional premium (previously If you have not paid
your premium)
We may refuse your claim. If we agree to allow your claim, we may deduct any additional premium
from any claim payment we make to you or we may proportionately reduce any payment we make
to you.
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Important information about your policy
How to make a complaint
We understand that things don’t always go to plan and there may be times when you feel we’ve let you
down. If this happens, we want you to tell us. We’ll do our best to put things right as soon as possible or
explain something we could have made clearer.
We’d like you to speak to us about your problem by calling this number 0345 246 0453 If you’d prefer to
write to us you can send the letter to
Customer Relations Manager
Churchill Court
Westmoreland Road
Bromley
BR1 1DP
Our staff are empowered to support you and will aim to resolve most issues within three working
days, following receipt of your complaint.
If your complaint can’t be resolved within three working days, we’ll contact you to let you know who
will be dealing with it and what the next steps are.
We will keep in regular contact with you. You’ll also receive the following written communication from
us depending on how long it takes us to resolve your complaint

Communication Type

When will you get this?

What will it tell you?

Summary Resolution
Communication

If we’ve been able to resolve your
complaint to your satisfaction
within 3 working days, following
receipt of your complaint.

It will let you know your
complaint has been resolved
and tell you about the Financial
Ombudsman Service (FOS).

Acknowledgement

If we’ve been unable to resolve
your complaint to your satisfaction
within 3 working days, following
receipt of your complaint.

It will let you know our complaint
handling process and information
about the Financial Ombudsman
Service.

Unable to reach
resolution within 8 weeks

If we’ve been unable to resolve
your complaint within 8 weeks.

It will let you know why we are
not in a position to give you our
final response and when we
expect to be able to provide
this. We’ll also let you know
about your right to contact the
Financial Ombudsman Service.

Final Response

If we’ve been unable to resolve
your complaint within 3 working
days, we’ll send you our Final
Response when we’ve completed
our investigations. We’ll do our
best to send this at the earliest
opportunity.

This is a detailed response, which
will outline:
• our investigation;
• the decision;
• next steps, if applicable.
It will also provide information
about the Financial Ombudsman
Service.
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Independent Review
If we don’t complete our investigations within 8 weeks of receiving your complaint or you’re unhappy
with our response, you may ask the Financial Ombudsman Service (FOS) to look at your complaint.
This is a free and independent service. If you decide to contact them, you should do so within 6 months
of our response letter. Referring your case to the FOS will not affect your legal rights.
You can contact them by:
Email:
complaint.info@financial-ombudsman.org.uk
Phone:
UK: 0300 123 9123 or 0800 023 4567
Abroad: +44 20 7964 0500
Writing to:
Financial Ombudsman Service
Exchange Tower
London
E14 9SR
Their website also has a great deal of useful information:
www.financial-ombudsman.org.uk

RBS Car Insurance Privacy Notice:
Your information
Although we haven’t changed the way we collect, use and share your information, we have revised our
Privacy Notice so that it provides you with greater detail and more information. This is available to view
at www.u-k-insurance.co.uk/rbs.html or you can call us if you would like a paper copy.

RBS Motor insurance policies are underwritten by U K Insurance Limited, Registered office: The Wharf, Neville Street, Leeds LS1 4AZ.
Registered in England and Wales No.1179980. U K Insurance Limited is authorised by the Prudential Regulation Authority and regulated
by the Financial Conduct Authority and the Prudential Regulation Authority. Calls may be recorded.
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