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Policy Introduction

Welcome to Aviva. We are committed to providing a first-class service.
Aviva is the UK’s largest insurer with over 200 years’ experience in the insurance industry.
This Personal Accident and Travel insurance policy sets out the insurance protection in detail.

Your Premium has been calculated on the basis of the extent of cover You have selected which is specified in the
Schedule, the information You have provided and the declaration You have made. Please read the policy and the
Schedule carefully to ensure that the cover meets the requirements of the Insured Person(s) and You.

Please contact Your insurance adviser if You have any questions or if You wish to make adjustments.

This policy consists of individual sections. You should read this policy in conjunction with the Schedule which
confirms the sections You are insured under and gives precise details of the extent of Your insurance protection.

Aviva: Public



Contact details for claims and help

Services

As an Aviva customer, the Insured Person(s) can access additional services to help them at a time of need. For Our
joint protection telephone calls may be recorded and/or monitored.

Claims Service

For all Travel related claims, including Accidental Bodily Injury whilst abroad, please contact Our claims provider
Cega on one of the following numbers:

-For Emergency Medical Assistance whilst overseas, contact +44 1243 621 066

-Non Emergency claims, contact +44 1243 621 416

To contact Cega via email: avivatravelclaims@cegagroup.com

To contact Cega via post:

Aviva Travel Claims PO Box 432 Chichester West Sussex PO18 8WP
Please have Your policy details ready to hand.

Our Security Consultants +44(0)207 741 2074

You must contact Our Security Consultants immediately in the event of any circumstances that could give rise to a
claim under the Hijack and Kidnap and Ransom section or any incident, event or circumstance that might give
rise to a claim under the Evacuation cover.

Emergency Medical Assistance +44(0)1243 621066

Our Emergency Medical Assistance Service is operated by a specialist emergency assistance provider who will
advise on and where appropriate arrange all medical treatment, travel and accommodation covered under
Medical and Emergency Travel Expenses.

In the event of a medical emergency overseas Our specialist emergency assistance provider has experienced
multi-lingual staff who will

1 Take charge of enquiries 24 hours a day 365 days a year and where necessary contact hospitals and
guarantee any necessary fees

1 Talkto doctors and hospital staff in their own language

1 Ensure medical advisers are consulted at the outset for their views on the possibility of arranging
Repatriation and the best method of transportation to be adopted.
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Provided medical treatment, travel or accommodation has been arranged by the specialist emergency assistance
provider We will pay all associated costs incurred on behalf of the Insured Person for the following

T

1
1

Making arrangements for the Insured Person to travel home and where necessary ensure they are
escorted by a medical attendant

Ensuring assistance is provided upon the Insured Person(s) arrival in the United Kingdom or other
Country of Residence following a Repatriation

Making arrangements for the outward and return journeys for the next of kin or other nominated person
to visita sick orinjured Insured Person

Assisting in locating and sending drugs if not available locally

Providing advice on minor ailments.

Other Emergency Services Provided Whilst Travelling

Assistance and Guidance whilst travelling

T
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A phone home service if there is an emergency.

Atranslation and interpretation service if needed.®

On stolen or lost passports, driving licenses air tickets or other travel documents.

On how to trace luggage with an airline operator if it is delayed or lost.

On contacting local Embassies or Consulates.

Information on languages and time zones.

On transfer of money if required.

On cancellation of credit cards if lost or stolen with the ability to report loss to the card provider.
To relatives friends or employees anybody is hospitalised.

Note: There may be charges for some services and the Insured Person will have to pay these together with
travel costs resulting from the advice that is given.

Advice Before You Travel +44(0)1243 621556

Our Travel Assistance Helpline can be contacted and will provide advice and information on

1
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Visa and entry permits that may need required

Necessary vaccination and inoculation requirements and where they can be arranged
What should be taken along on an Insured Journey in relation to first aid and health
Currencies, travellers cheque and current exchange rates

Languages, time zones and details of countries that will be visited.



Complaints Procedure

Our Promise of Service

Our goal is to give excellent service to all Our customers but We recognise that things do go wrong occasionally.
We take all complaints We receive seriously and aim to resolve all Our customers’ problems promptly. To ensure
that We provide the kind of service the Insured Person(s) and You expect, We welcome feedback from the Insured
Person(s) or You. We will record and analyse the comments the Insured Person(s) or You to make sure We
continually improve the service We offer.

What will happen if you complain

1 Wewill acknowledge Your complaint promptly.
1 Weaim toresolve all complaints as quickly as possible.

Most of Our customers’ concerns can be resolved quickly but occasionally more detailed enquiries are needed. If
this is likely, We will contact you with an update within 10 working days of receipt and give you an expected date
of response.

What to do if you are unhappy

If you are unhappy with any aspect of the handling of Your insurance We would encourage you, in the first
instance, to seek resolution by contacting Your Insurance advisor

If you are unhappy with the outcome of Your complaint you may refer the matter to the Financial Ombudsman
Service (FOS) at

The Financial Ombudsman Service
Exchange Tower

Harbour Exchange Square

London

E14 9SR

Telephone:
0800 023 4567 (free from landlines) or
03001239123

Or simply log on to their website at www.financial-ombudsman.org.uk.

Whilst We are bound by the decision of the Financial Ombudsman Service you are not. Following the complaints
procedure does not affect Your right to take legal action.
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Important Information

Choice of Law
The appropriate law as set out below will apply unless We agree with You otherwise.

1. Thelaw applyingin that part of the United Kingdom, Channel Islands or Isle of Man in which You normally live
or

2. Inthecase of a business, the law applying in that part of the United Kingdom, Channel Islands or Isle of Man
where You have Your principal place of business
or

3. Should neither of the above be applicable, the law of England and Wales.

Financial Services Compensation Scheme

We are members of the Financial Services Compensation Scheme (FSCS). You may be entitled to compensation
from this scheme if We cannot meet Our obligations, depending on the type of insurance and the circumstances
of Your claim.

Further information about the scheme is available from the FSCS website www.fscs.org.uk, or write to

Financial Services Compensation Scheme
10th Floor,

Beaufort House,

15 St Botolph Street

London

EC3ATQU

Use of Language

Unless otherwise agreed, the contractual terms and conditions and other information relating to this contract will
bein English.

Customers with Disabilities

This policy and associated documentation are available in large print, audio and braille. If You require any of
these formats, please contact Your insurance adviser.

Data Protection Act —Information Uses

For the purposes of the Data Protection Act 1998, the Data Controllers in relation to any personal data You supply
is Aviva Insurance Limited as the insurer of risks situated within the UK and other countries excluding the EEA and
Aviva Insurance Ireland Designated Activity Company as the insurer of risks situated within EEA countries.
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Insurance Administration

Information You or the Insured Person supplied may be used for the purposes of insurance administration by Us,
its associated companies and agents, by reinsurers and Your intermediary. It may be disclosed to regulatory
bodies for the purposes of monitoring and/or enforcing of Our compliance with any regulatory rules/codes. Your
and the Insured Person(s) information may also be used for offering renewal, research and statistical purposes
and crime prevention. It may be transferred to any country, including countries outside the European Economic
Area for any of these purposes and for systems administration. In assessing any claims made, We or Our agents
may undertake checks against publicly available information (such as electoral roll, county court judgements,
bankruptcy orders or repossessions). Information may also be shared with other insurers either directly or via
those acting for Us (such as loss adjusters or investigators). With limited exceptions, and on payment of the
appropriate fee, You or the Insured Person have the right to access and if necessary rectify information held.

Sensitive Data

In order to assess the terms of the insurance contract or administer claims that arise, We may need to collect data
that the Data Protection Act defines as sensitive (such as medical history or criminal convictions). By proceeding
with this application You will signify Your consent to such information being processed by Us or its agents. You
must also ensure that You make this fact known to the Insured Person(s) and obtain their consent to pass this
information to Us for these purposes.

Fraud Prevention and Detection
In order to prevent and detect fraud We may at any time:

1 Shareinformation about You or the Insured Person(s) with other organisations and public bodies including
the Police;

1 Check and/orfile Your or the Insured Person(s) details with fraud prevention agencies and databases, and if
You or the Insured Person give Us false or inaccurate information and We suspect fraud, We will record this.
We and other organisations may also search these agencies and databases to:

0 Help make decisions about the provision and administration of insurance, credit and related Services for
You or the Insured Person and members of Your or their household;

0 Trace debtors or beneficiaries, recover debt, prevent fraud and to manage Your or the Insured Person(s)
accounts orinsurance policies;

0 Check Yourorthe Insured Person(s) identity to prevent money laundering, unless You or the Insured
Person(s) furnish Us with other satisfactory proof of identity;

1 Undertake credit searches and additional fraud searches.

We can supply on request further details of the databases We access or contribute to.
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The Contract of Insurance

Your policy wording, the information the Insured Person or You have provided and/or the application form, the
statement of fact, the policy Schedule, or notice issued by Us at renewal and any endorsement together form the
contract of insurance between Us and You, and must be read together.

In return for the Insured Person or You having paid or agreed to pay the premium, We will provide the cover set
outin this policy, to the extent of and subject to the terms contained in or endorsed on this policy.

Important

This policy is a legal contract. You must tell Us about any material circumstances which affect Your insurance and
which have occurred either since the policy started or since the last renewal date.

A circumstance is material if it would influence Our judgement in determining whether to provide the cover and, if
so, on what terms. If You are not sure whether a circumstance is material ask Your insurance adviser. If You fail to
tell Us it could affect the extent of cover provided to the Insured Person(s) under the policy.

You should keep a written record (including copies of letters) of any information You give Us or Your insurance
adviser when You renew this policy.

Breach of Term

We agree that where there has been a breach of any term (express or implied) which would otherwise resultin Us
automatically being discharged from any liability, then such a breach shall result in any liability We might have
under this policy being suspended. Such a suspension will apply only from the date and time at which the breach
occurred and up until the date and time at which the breach is remedied. This means that We will have no liability
in respect of any loss occurring, or attributable to something happening, during the period of suspension.

Terms not relevant to the actual loss

=
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