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HOW TO MAKE A CLAIM
In the event of a medical emergency whilst you are overseas please contact our emergency assistance team on:

+44 (0) 23 8017 7474
You, or someone on your behalf, must contact us if you are admitted to hospital and/or before you incur more than £500 
of medical fees.

Our emergency assistance team will need the following details:

1. Your name
2. The policy holder’s name (the person who took the policy out)
3. The policy name: International Travel Insurance
4. The policy number:
5. Your address abroad
6. The telephone, facsimile, e-mail or telex number where you can be contacted
7. Details of the medical problem, the hospital and treating doctor’s details

The medical assistance services provided by our emergency assistance team:

24 Hour Service Access to multi-lingual co-ordinators through the emergency telephone lines operating 24 hours a 
day, 365 days a year.

Medical Staff A qualified medical team is available to ensure that the most appropriate medical treatment is provided.
Repatriation Services Evacuation or repatriation services provided by the most medically appropriate means.

Direct Billing Direct payment (for in-patient treatment) to hospitals (where the hospital accepts this) which removes 
the cost and inconvenience of using personal cash or credit card.

If you are in SPAIN, CYPRUS, GREECE, MALTA, TURKEY, EGYPT, PORTUGAL or BULGARIA and need out-patient treatment for a 
minor injury or illness ask the doctor/clinic to contact ChargeCare International.

newcliniccase@chargecare.net

You will be asked to fill in a simple form and you must pay the doctor/clinic the policy excess. ChargeCare International will settle 
the balance of your medical expenses directly with the clinic.

In other countries, if your medical treatment costs are less than £500, you must pay the medical facility and keep all receipts to 
claim upon your return within 30 days of the event.

Your claim for these expenses and all other claims, including non-medical benefits for claims related to terrorism should 
be sent to:

ONLINE CLAIMS: WWW.IM-RESCUE.COM

BY POST: 
15 East Links, Tollgate
Eastleigh
Hampshire
SO53 3TG

Telephone: +44 (0)2380 177283  /  Email: claims@im-rescue.com

You shouldn’t admit liability without our permission. If we need access to your medical records, you must give us the necessary 
authorisation to do so.

For claims under Scheduled Airline Failure and End Supplier Failure: Any occurrence which may give rise to a claim should be 
advised as soon as reasonably practicable to the following by quoting your Policy Number, Travel Insurance Policy name and 
reference ESFI V2-20 for End Supplier Failure claims and SAFI-V1-20 Scheduled Airline Failure 

IPP Claims at Sedgwick : 
Oakleigh House 
14-15 Park Place
Cardiff CF10 

Telephone: +44 (0)345 266 1872  /  Website: www.ipplondon.co.uk/claims.asp  / Email: insolvency-claims@ipplondon.co.uk
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INTRODUCTION TO YOUR TRAVEL INSURANCE POLICY

This policy wording, together with your schedule of insurance, and any endorsements that we apply, are your contract 
of insurance with us. These documents together detail the insurance protection that we provide, in return for your 
premium payment.

The policy wording tells you exactly what is and is not covered, how to make a claim and other important information.

The schedule of insurance shows important details including your premium amount and details of all insured persons who are 
covered by this policy. We recommend you keep it safely along with the policy wording.

This policy is administered by International Travel and Healthcare which is a trading name of Newpoint Insurance Brokers Limited. 

Newpoint Insurance Brokers Limited is authorised and regulated by the Financial Conduct Authority firm reference number 
309576. You can check the regulatory status of Newpoint Insurance Brokers Limited by visiting http://www.fca.org.uk/register or 
by telephoning 0800 111 6768. Newpoint Insurance Brokers Limited is the administrator of this policy.

THE INSURER

This insurance is underwritten by Insurance Company ‘Euroins’ AD (Euroins) in respect of all sections of cover, other than the 
End Supplier Failure and Scheduled Airline Failure sections which are provided by International Passenger Protection Limited, IPP 
House, 22-26 Station Road, West Wickham, Kent BR4 0PR, United Kingdom and is underwritten by Liberty Mutual Insurance SE.

Insurance Company ‘Euroins’ AD are authorised and regulated by the Bulgarian Financial Supervision Commission. Deemed 
authorised by the Prudential Regulation Authority. Subject to regulation by the Financial Conduct Authority and limited regulation 
by the Prudential Regulation Authority. Details of the Temporary Permissions Regime, which allows EEA-based firms to operate in 
the UK for a limited period while seeking full authorisation, are available on the Financial Conduct Authority’s website.
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IMPORTANT INFORMATION

WHO IS COVERED

Your schedule of insurance will show who is insured on your policy. 

POLICY TYPES AND AGE RESTRICTIONS

Policy Type Age Limit 
Duration of Travel will be 

shown on your schedule 
and can be up to:

Destination

Single Trip

64 Yrs 550 days Worldwide
69 Yrs 365 days Worldwide
99 Yrs 120 days Worldwide excluding USA, Mexico, Canada, Caribbean
99 Yrs 90 days USA, Mexico, Canada, Caribbean

Annual Multi-Trip 85 Yrs 90 days Worldwide excluding USA, Mexico, Canada, Caribbean
Annual Multi-Trip 85 Yrs 60 days Worldwide

Cruise 99 Yrs 183 days Worldwide
Winter Sports 64 Yrs 31 days Worldwide

WE WILL COVER YOU FOR

1. Holidays and leisure journeys;
2. Cruises, provided you have paid the appropriate premium to include these – your schedule of insurance will show this;
3. Business journeys, provided you have paid the appropriate premium to include these – your schedule of insurance will show this;
4. Journeys with a maximum planned duration the same or less than that shown on your schedule of insurance;
5. Journeys within the geographic region as shown on your schedule of insurance. You will not be covered if you choose to 

travel to a specific country or region against the advice issued by the Foreign, Commonwealth and Development Office 
unless that advice relates solely to coronavirus and you hold a European Single Trip policy (defined as area 1 and area 2);

6. Journeys within the United Kingdom if you have pre-booked accommodation for two nights or more. (This does not include 
medical expenses cover);

7. Winter sports activities if you have paid the appropriate premium, you are 64 years or under and cover is shown on your 
schedule of insurance;

8. Sports or activities listed on page 36 if you have paid the additional premium.

All journeys must start and end in the United Kingdom and you must have a return ticket booked.
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WHERE YOU ARE COVERED FOR

If you are a UK resident living in Northern Ireland and your travel itinerary requires you to use Republic of Ireland departure/
arrival points, your cover will be as if you were travelling from Northern Ireland.

AREA 1

The United Kingdom consisting of England, Scotland, Wales, Northern Ireland, Isle of Man.

Albania, Andorra, Austria, Belarus, Belgium, Channel Islands, Croatia, Czech Republic, Denmark, Eire, Estonia, Faroe Islands, 
Finland, France, Germany, Guernsey, Holland, Hungary, Iceland, Ireland, Italy, Jersey, Latvia, Liechtenstein, Lithuania, 
Luxembourg, Macedonia, Madeira, Moldova, Monaco, Netherlands, Norway, Poland, San Marino, Slovakia, Slovenia, 
Sweden, Ukraine, Vatican City.

AREA 2

Azores, Balearics, Canary Islands, Corfu, Corsica, Crete, Cyprus, Georgia, Gibraltar, Greece, Ibiza, Kos, Lanzarote, Majorca, Malta, 
Minorca, Montenegro, Portugal, Rhodes, Romania, Sardinia, Serbia, Spain, Switzerland, Tenerife,

AREA 3

All worldwide countries excluding USA, Canada, Caribbean and Mexico.

AREA 4

Worldwide including USA, Canada, Caribbean and Mexico.

PLEASE NOTE

No cover is provided to countries where the Foreign, Commonwealth & Development Office or World Health Organisation has 
advised against travel, or all but essential travel unless this advice relates to Coronavirus and you have a Single Trip European 
policy (defined as area 1 and area 2).
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IMPORTANT INFORMATION REGARDING HEALTH CONDITIONS

This insurance policy contains health restrictions and exclusions that apply to the cover provided under the Cancellation, 
Curtailment, Medical Expenses, Hospital Benefit, and Personal Accident sections.

If you make a claim for anything directly or indirectly related to a pre-existing medical condition that you have not declared and 
has not been agreed by us in writing, your claim will be declined.

You will not be covered by this insurance for any claims happening directly or indirectly from a pre-existing medical condition 
unless it has been declared to us and accepted by us in writing.

For the purposes of this insurance, a pre-existing medical condition is:

Any medical condition where you have been prescribed medication, including repeat prescriptions, or received treatment or 
attended a GP or a specialist as an outpatient or inpatient in the last 3 years or for which you are currently on a waiting list for 
treatment or investigation, or if you have ever had any heart or circulatory conditions; any respiratory conditions - including 
those that have required the use of an inhaler or nebuliser; any renal conditions; any diabetic conditions; or if you have been 
diagnosed with or treated for any stress, anxiety, depression or any other psychological conditions; psychiatric conditions; or 
any cancer condition. 

We can not offer you insurance if you have any symptoms for which you are awaiting any appointments, investigations or 
consultations; or are awaiting results of investigations or tests and where the underlying cause of the symptom has not been 
established.

1. You must inform us if there are any changes in your medical conditions after we have issued your policy and before you travel 
or book another journey. We have the right to increase your premiums or refuse to insure you on your journey. 

2. You must be fit to undertake your planned journey. In the event of a claim we may require confirmation of this from a 
medical practitioner.

3. You must not travel against medical advice (or would be travelling against medical advice had you sought medical advice 
before travel); or with the intention of obtaining medical treatment or medical consultation abroad.

4. We will not insure you if your state of health was worse than you declared to us at the time you purchased this policy. 
5. If you are on a waiting list for treatment or investigation, you are not insured if you have to cancel or curtail your journey 

because an appointment or treatment becomes available. You will also not be insured for medical claims which are directly 
or indirectly related to this condition.

If there are any changes in medical conditions which occur before the start of a journey and after the policy has been issued, 
you must call the medical screening helpline. We may change the conditions of your policy in line with the change in risk. An 
additional premium may be charged.

IMPORTANT INFORMATION REGARDING THE HEALTH OF NON-TRAVELLING IMMEDIATE 
RELATIVES AND TRAVELLING COMPANIONS

This policy will not cover any claims for Cancellation or Curtailment arising directly or indirectly from any pre-existing medical 
condition affecting any immediate relative or travelling companion, unless your non-travelling immediate relative or travelling 
companion has completed a medical screening with us and we have agreed to cover their health as part of the cancellation and 
curtailment sections of cover.

Cover for a non-travelling immediate relative or travelling companion is optional and subject to payment of an additional 
premium. It will show on your schedule of insurance if you have paid for this cover.
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RECIPROCAL HEALTH AGREEMENTS

You should take steps to use a reciprocal health agreement where 
possible. If we agree to a claim for medical expenses which has 
been reduced by you using such an agreement you will not have 
to pay the excess amount under the Medical Expenses Section. 
Where it is necessary for you to provide evidence of the medical 
costs incurred, this must show that the medical fee has been 
reduced by use of a reciprocal health agreement.

When you are travelling to Australia and you have to go to 
hospital, you must enrol for treatment under the National 
Medicare Scheme. The United Kingdom has reciprocal healthcare 
agreements with other non-EEA countries and territories. Details 
can be found at www.nhs.uk/nhsengland/healthcareabroad/
countryguide/noneeacountries/pages/non-eeacountries.aspx

DATA PROTECTION

Any information that you have given to Newpoint Insurance 
Brokers Limited will be used for the administration of your 
policy. The information that you have provided will be shared 
with the following parties:

The insurers of the policy, Insurance company ‘Euroins’ AD, 
to obtain a premium if your quote requires referral to them. 
The personal information that will be shared with the insurer 
at this time will be your name, your contact details and any 
medical history as declared to us by you.

If you purchase a product with ITHC, your information will be 
shared with the insurer of the policy to underwrite your policy.
 
In the event of a claim your personal information will be 
shared with the insurer and their appointed emergency 
assistance company and/or claims administrator. Details of 
these organisations are stated within this policy terms and 
conditions.

The Financial Conduct Authority and/or other regulatory/
governing bodies for the purposes of compliance monitoring 
and to prevent and detect fraud.

We reserve the right to disclose personally identifiable 
information in order to comply with the law, applicable 
regulations and government requests. 

We also reserve the right to use such information in order to 
protect our operating systems and integrity as well as other users. 

Any third parties employed by us to process your data on our 
behalf are subject to contractual obligations to protect the 
security of your data. These activities are carried out within the 

UK and European Economic Area (EEA), and outside the EEA. The 
data protection laws and/or the agreements we have entered 
into with the receiving parties in relation to the processing of 
data outside the EEA provide a similar level of protection to 
the laws and/or agreements we have entered into within the 
EEA. You are entitled, on request, to a copy of the personal 
information we  hold about you, and you have other rights 
in relation to how we use your data (as set out in our privacy 
policy which can be accessed through links on your insurance 
certificate). Please let us know if you think any information held 
about you is inaccurate, so that it may be corrected.

DEFINITIONS
Certain words in this policy have a specific meaning when 
they are used and shown in bold print in this policy, on your 
schedule of insurance or policy endorsement.

Accident or Accidental
A sudden, unexpected, unforeseen and identifiable incident.

Adverse weather
Weather that is so severe that the police (or appropriate 
authority) issue warnings through public communications 
networks (including but not limited to television or radio) 
that it is unsafe to attempt to travel via the route originally 
envisaged by you and no other alternative routes are available 
to reach your intended destination.

Bodily injury
Accidental bodily injury caused solely and directly by external, 
violent, and visible means.

Business associate
Any person whose absence from business for one or more 
complete days at the same time as your absence prevents the 
proper running of that business.

Change(s) in medical condition(s):

• a change to your treatment or prescribed medication, 
which can include a change in dosage which maybe an 
increase or decrease in the amount of medication that you 
take, or

• new symptoms or medical conditions which may or may 
not yet have been diagnosed, or

• if you are waiting for tests or test results, or
• any changes to your health which you are aware of and for 

which you may need to seek professional medical advice

Coronavirus: Coronavirus disease (COVID-19); severe acute 
respiratory syndrome coronavirus (SARS-COV-2), any mutation 
of these or any epidemic or pandemic virus or epidemic or 
pandemic disease.

Curtail/Curtailment
Return early to your home after the start of the outward 
journey.

Emergency Assistance Team
The 24 hour emergency assistance provider appointed by us.

Epidemic
A disease, illness or virus spreading in a certain region or country 
and which is defined as such by the World Health Organization 
or Foreign, Commonwealth and Development Office.
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Ever
At any time in your lifetime, or the lifetime of any traveller to be insured under this policy

Excess
The first amount of a claim that you must pay, which will be shown in the Table of Benefits. This will apply to each person claiming 
and to each incident and to each section of the policy you claim under.

Home
Your usual permanent place of residence.

Home location
United Kingdom, which must be your usual permanent country of residence.

Illness
Any medical or psychological illness, disease, condition or complication of pregnancy or childbirth

Immediate relative
Mother, Father, Brother, Sister, Son, Daughter, Husband or Wife.

Insured Person / You / Your
Each person named in the schedule

Insurer
Insurance company ‘Euroins’ AD in respect of all sections of cover, other than the End Supplier Failure which is provided by 
International Passenger Protection Limited and underwritten by Liberty Mutual Insurance SE.

International Travel and Healthcare
A trading name of Newpoint Insurance Brokers Limited. The administrators of the policy.

Journey
A holiday and/or a business trip which starts during the period of insurance, starting from when you leave your home or place 
of work in your home location whichever occurs last and ending when you return to your home or place of work whichever 
occurs first.

Material property
Property that is both material and physically tangible

Medical practitioner
A doctor or specialist who is legally qualified, licensed and registered to practice medicine under the laws of the country in which 
they practice other than: you; a member of your immediate family; or your employee.

Mobility Aids
Crutches, standard or motorized wheelchair, walking frame or walking stick.

Natural Catastrophe
Fire caused by the natural forces of nature, flood, earthquake, explosion, tsunami, volcanic eruption, landslide, avalanche, 
hurricane, cyclone or storm.

Our emergency assistance team
International Medical Rescue +44 (0)2380 177474

Pandemic
A disease, illness or virus which is simultaneously transmitted globally and declared as such by the World Health Organization or 
Foreign, Commonwealth and Development Office.

Pet
Your privately-owned dog or cat.

Period of insurance
Period shown in the schedule of insurance commencing at 00.01 on the Policy Start Date and ending at midnight on the Policy 
Expiry Date.

Single Trip
The maximum number of days for which you have paid the appropriate premium

Annual Multi-Trip
A maximum of 90 consecutive days. If you are aged 85 or under and have a Worldwide excluding USA, Mexico, Canada, 
Caribbean policy and a maximum of 60 consecutive days if you have a Worldwide policy.
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Policyholder
The person responsible for taking out this policy. The policy will be issued in this individual’s name and all communications will 
be made with the policyholder relating to this policy.

Pre-existing medical condition
Any medical condition where you have been prescribed medication, including repeat prescriptions, or received treatment or 
attended a GP or a specialist as an outpatient or inpatient in the last 3 years or for which you are currently on a waiting list for 
treatment or investigation, or if you have ever had any heart or circulatory conditions; any respiratory conditions - including 
those that have required the use of an inhaler or nebuliser; any renal conditions; any diabetic conditions; or if you have been 
diagnosed with or treated for any stress, anxiety, depression or any other psychological conditions; psychiatric conditions; or 
any cancer condition. 

Relative
Spouse, common law spouse, civil partner, (step) parents, (step) brother, (step) sister, (step) son, (step) daughter, adopted or 
fostered children, grandparent and grandchild.

Schedule
The document detailing who is insured and the cover you have purchased.

Ski Equipment
Skis, snowboards, bindings, boots and poles

Sum insured
The maximum amount of cover up to which we will pay. This is detailed in the Table of Benefits.

Terrorism
An unlawful act including for example the use of force or violence, of any person or group(s) of people, acting alone or on behalf 
of or in connection with any organisation(s) or government(s), committed for political, religious, ideological or similar purposes 
including the intention to influence any government and/or to put the public, or any section of the public, in fear.

Travelling companion
A person who accompanies an insured person on the journey who is not named on this policy as an insured person.

United Kingdom: England, Scotland, Wales and Northern Ireland, the Isle of Man and the Channel Islands

Utilisation of Nuclear, Chemical or Biological weapons of mass destruction
The use of any explosive nuclear weapon or device; or the emission, discharge, dispersal, release or escape of: fissile material 
emitting a level of radioactivity, or any pathogenic (disease producing) micro-organism(s) and/or biologically produced toxin(s) 
(including genetically modified organisms and chemically synthesised toxins), or any solid, liquid or gaseous chemical compound 
which, when suitably distributed; which is capable of causing incapacitating disablement or death amongst people or animals.

Valuables
Audio, visual, video, photographic, computer, laptops, iPad and/or android tablet or similar device, portable navigation 
equipment, mobile phones, jewellery, furs, gold and silver items, watches, binoculars, musical instruments, electronic games 
and sports equipment, including bicycles.

War
Armed conflict between nations, invasion, act of foreign enemy, hostilities (whether war declared or not), civil war, rebellion, 
revolution, insurrection or military or usurped power.

We, us, our
Insurance company ‘Euroins’ AD for all sections on this policy other than End Supplier Failure where other insurers are relevant 
as set out on page 3.

Winter sports
Cross-country skiing, curling, dog sledding, downhill skiing, glacier walking, ice skating, mogul skiing, mono skiing, skiing on or 
off-piste (off-piste only with a qualified guide or instructor), snowboarding on or off-piste (off-piste only with a qualified guide or 
instructor), snowmobiling, speed skating and tobogganing

You/Your/insured person
Each person named in the schedule of insurance who is a permanent United Kingdom resident.
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GENERAL CONDITIONS RELATING TO THE WHOLE POLICY
These are the conditions of the insurance that both you and we will need to meet as our shared commitment to this contract. 
Certain sections of cover have additional conditions, which must also be met.

AGE LIMITS
We cannot provide cover for cruises for anyone over the age of 99 at the start of the policy.

Cover for Annual Multi-Trip policies is only available if you are under 86 years of age when the policy commences. If your 86th 

birthday falls before the end of your policy, then your insurance will continue until it expires, but you will not be able to renew 
it. Cover for Winter Sports and Business Travel is limited to those under the age of 65 years.

Cover for some sports and activities is limited by age and you must check your chosen sports and activities for the age limitations 
which are shown on page 36.

ASSIGNMENT
You can’t transfer the cover from this policy to someone else who is not named on this policy if you decide not to travel. Neither 
can you tell us to pay a claim settlement intended for you to someone else, unless we agree to do this.

CANCELLING YOUR POLICY

You can cancel this policy within 14 days of receiving the policy wording and Policy Schedule and we will refund your premium in 
full, as long as you have not made a claim against the policy and/or; you have not taken a trip protected by the cover provided. 

For annual multi trip policies and single trip policies we will not refund your premium after the 14 day period, however in 
addition for a single trip policy we will not refund your premium after the travel start date shown on your Policy Schedule even 
if this is within 14 days.

If you want to cancel your policy, please contact 01689 892 228 or email info@int-travelandhealthcare.com

You should not cancel this policy if you need to make a claim.

In exceptional circumstances a cancellation may be agreed more than 14 days after purchase but will be subject to a £35 
administration charge.  

Our rights 
We can cancel the policy if there are significant changes to your health or your planned journey that would make this insurance 
unsuitable, for example:

• if you develop a significant medical condition that we cannot cover, or your pre-existing medical condition deteriorates; 
• if your journey is longer than the amount of days that we can provide cover for;

We will also cancel the policy if: 
• you instruct your bank or credit card provider to recover your premium directly from us; 
• you do not co-operate with us or you fail to supply information or documentation that we ask you to provide; 
• you are threatening or abusive to any of our staff.
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We will also cancel the policy if:
• you instruct your bank or credit card provider to recover your premium directly from us;
• you do not co-operate with us or you fail to supply information or documentation that we ask you to provide;
• you are threatening or abusive to any of our staff.

CHILDREN
Children are considered to be all individuals under the age of 18. If a child wishes to travel independently, they will be charged 
an adult rate for a policy. Children under the age of 3 are included free of charge on a parent or carer’s policy.

CHOICE OF LAW AND JURISDICTION
This policy, schedule and any endorsements will be governed by English law and subject to the exclusive jurisdiction of the courts 
of England and Wales.

CLAIMS
When an incident which might give rise to a claim occurs, you must tell us as soon as possible and always within 30 days. You 
must cooperate with us and provide us with any documentation we ask for, to evaluate your claim. We will not pay any claim 
unless you cooperate with us. We will not be unreasonable in what we ask for. You must retain and provide all receipts for a 
claim. If they are not provided we may not pay the claim.

COMMENCEMENT OF COVER - WHEN COVER STARTS AND ENDS
Cover for cancellation, if included, begins (see Section 10) on the “Cover Start Date” shown on your schedule of insurance, this 
may be different to the purchase date, and ends when you start your journey.

For all other sections of your policy, cover starts from 00.01 on the date when you leave your home to start your travel and 
continues until midnight on the date of your arrival back home when your travel ends.

If your return is unavoidably delayed for a reason insured under this policy, we will extend your cover free of charge until you 
return home.

If you travel for more than the number of days for which you have paid for cover, you will not be covered after the last day for 
which you have paid.

CONSUMER INSURANCE (DISCLOSURE & REPRESENTATION) ACT STATEMENT

During the setting up and administering of this policy, we will ask you certain questions. You must answer any questions we ask 
you honestly and accurately. You must take care not to make any misrepresentation because inaccurate answers may result in a 
claim being declined.

If we establish that you deliberately, recklessly or carelessly provided us with false or misleading information it could adversely 
affect your policy and any claim. For example, we may:

• treat this policy as if it had never existed and refuse to pay all claims and return the premium paid. We will only do this if we 
provided you with insurance cover which we would not otherwise have offered;

• amend the terms of your insurance. We may apply these amended terms as if they were already in place if a claim has been 
adversely impacted by your carelessness;

• reduce the amount we pay on a claim in the proportion of the premium you have paid bears to the premium we would have 
charged you; or

• cancel your policy in accordance with our right to cancel condition above.

You should tell us soon as possible about anything that may give rise to a claim.

You must inform us if any of the following information changes after your cover on this policy starts:
• Name of insured person
• Address of insured person
• Change of health/pre-existing medical conditions
• Travel dates
• Travel destination

We have the right to change any conditions of this policy when you tell us about a change.
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CRUISES
It is a condition of this insurance that you contact us one week before you pay the final balance for your cruise, to advise us 
of any changes to or to confirm the health of anyone covered by this Policy, or the health of anyone on whom your cruise may 
depend. We can be contacted on 01689 892 228 from 9am to 6.30pm Monday to Friday and 9am to 1pm on Saturdays.

EMERGENCY MEDICAL ASSISTANCE
Our emergency assistance team has the medical expertise, contacts and facilities to help should you become ill or injured. They 
can assist with hospital admission, payment of medical expenses and will also arrange suitable transport for your repatriation 
when this is considered medically necessary. This service is available to you 24 hours a day, 365 days a year.

If you go into hospital abroad and you are likely to be admitted as an in-patient, you or someone on your behalf must contact our 
emergency assistance team before seeking treatment. If it is not possible to do this because the condition requires emergency 
medical treatment, you must contact our emergency assistance team as soon as possible. If you do not, we may not provide 
cover or we may reduce the amount we pay for medical expenses.

If you receive medical treatment abroad as an out-patient and the cost of your treatment is under £500, you should pay the 
hospital and claim back your medical expenses when you return. If your out-patient treatment is likely to cost more than 
£500 you must contact our emergency assistance team immediately. Private medical treatment is not covered unless pre-
authorised by us.

To contact our emergency assistance team call +44 (0)23 8017 7474 

EXCESS OPTION
Under some sections of this policy you have to pay an excess. The excess applies to each person claiming and to each incident 
and each section of the policy you claim under. You have the option to pay an additional premium for an excess waiver when you 
purchase this policy; this will remove all excesses.

EXTENSION OF COVER
If your return is unavoidably delayed for a reason insured under this policy, we will extend your cover free of charge until you
return home.

FAILURE TO COMPLY WITH POLICY CONDITIONS
We will not pay your claim if you do not comply with the terms and conditions of this policy.

FAMILY
You are eligible to purchase a family policy for up to two adults and all dependent children under the age of 18 living at the 
same address.

FRAUD
Throughout your dealings with us we expect you to act honestly. If you or anyone acting for you:
• knowingly provides information to us as part of your application for your policy that is not true and complete to the best of 

your knowledge and belief,
• makes a fraudulent or exaggerated claim under your policy,
• makes a false statement in support of a claim,
• submits a false or forged document in support of a claim,
• makes a claim for any loss or damage caused by your wilful act or caused with your agreement, knowledge or collusion. 

Then we will:
> prosecute fraudulent claimants,
> make the policy void from the date of the fraudulent act,
> not pay any fraudulent claims,
> be entitled to recover from you the amount of any fraudulent claim already paid under your policy since the start date,
> not return any premium paid by you for the policy,
> inform the police of the circumstances,
> pass your details onto fraud prevention agencies,
> place your details on to a register of claims through which insurers share claims related information.
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INTEREST
We will not pay any interest on top of any claim settlements.

LIMITATION
We will not pay more than the sums stated in the Table of Benefits.

MID-TERM ADJUSTMENTS
Any amendments or adjustments made to your schedule and/or policy will be subject to a £20 fee inclusive of insurance premium 
tax. We will waive this fee if your adjustment is within 14 days of you buying this insurance.

OUR SERVICE
We will make every effort to provide all services stated in this document. Remote geographical locations or unforeseeable 
adverse local conditions may affect normal service.

OTHER INSURANCE
If any insured person claims under this policy for something which is also covered by another insurance policy or by credit card 
insurance, the insured person must provide the full details of the other insurance policy. We will only pay our pro-rata share of 
any claim apart from a personal accident claim, which will be paid in full.

PREGNANCY AND CHILDBIRTH
We provide cover under this policy if something unexpected happens. In particular we provide cover for injuries or illness that 
were not expected. We do not consider pregnancy or childbirth to be an injury or illness. To be clear, we only provide cover under 
the medical expenses section of this policy for claims that have arisen from complications of pregnancy or childbirth, if the same 
complication has not occurred in a previous pregnancy. We will not cover you if you are 28 weeks pregnant or 20 weeks or more 
if pregnant with twins or more on your journey.

PRECAUTIONS
You must take steps to avoid or minimise any loss or damage likely to give rise to a claim under this policy. You must act as if you 
are not insured.

REPATRIATION
You must not arrange to be repatriated to your home location without permission of our emergency assistance team. Repatriation 
is not covered if it is not arranged by our emergency assistance team.

UNITED KINGDOM RESIDENCY
You must be a United Kingdom resident and registered with a medical practitioner in the United Kingdom.
If you are a United Kingdom resident living in Northern Ireland and your journey itinerary requires you to use Republic of Ireland 
departure/arrival points, your cover will be as if you were still travelling from Northern Ireland with respect to claims coverage.

UNITED KINGDOM TRAVEL
Any journey within your home location must involve at least 2 nights’ pre-booked paid accommodation or involve a pre-booked 
flight and must be more than 80km from your home.

ADHERENCE TO LAWS AND REGULATIONS
You must follow any recommendations, laws or regulations made by any government or other authority both before and during 
the period of insurance, including government regulations that you must not travel and leave the United Kingdom during a 
pandemic lockdown situation. If you chose to travel against United Kingdom Government lockdown travel regulations, outside 
of Foreign, Commonwealth and Development Office travel advice, you will not be covered for any claim you make.
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WHAT YOU ARE NOT COVERED FOR

These general exclusions apply to all sections of the policy. There are also exclusions relevant to each section which you should 
make yourself aware of.

GENERAL EXCLUSIONS

We will not pay for claims arising directly or indirectly from:

1. War;

2. Ionising radiation or contamination by radioactivity from any nuclear fuel or from any nuclear waste, from combustion of 
nuclear fuel, the radioactive, toxic, explosive or other hazardous properties of any nuclear assembly or nuclear component 
of such assembly;

3. You being exposed to the utilisation of nuclear, chemical or biological weapons of mass destruction;

4. You taking part in a criminal act, civil commotion or riot of any kind;

5. You travelling against the advice of a medical practitioner (or would be had you sought medical advice before travelling) or 
travelling to obtain medical treatment or medical advice;

6. A pre-existing medical condition not declared to us and accepted by us in writing. If you fail to declare pre-existing medical 
conditions we may refuse to settle your claim, or reduce the amount of your claim, even if a claim is not related to the 
undisclosed pre-existing medical condition;

7. A complication of pregnancy and childbirth if the same complication had occurred in a previous pregnancy;

8. Your participation or engagement in manual or non-manual work or professional entertaining, whether paid or not, unless 
this is shown on your schedule of insurance;

9. Your participation or engagement in professional sports, racing (other than on foot), motor rallies and motor competitions, 
flying except as a fare paying passenger in a fully licensed passenger-carrying aircraft;

10. You driving, or being in charge of a vehicle where your blood/urine alcohol level is above the legal limit stated in the laws of 
the country where the incident occurs;

11. You driving a vehicle unless you hold a current United Kingdom driving licence permitting the use of such a vehicle in the 
United Kingdom and the country visited;

12. Your self-inflicted injury or illness, suicide or attempted suicide, or your deliberate or reckless exposure to danger;

13. You taking a drug or drugs other than according to the manufacturer’s instructions, or as prescribed by a medical practitioner; 
or you taking a drug or drugs for the treatment of drug addiction; you having been diagnosed as suffering from acute alcohol 
intoxication, alcohol dependency or alcohol withdrawal, or having drunk so much alcohol that it impairs your judgement. Your 
claim can also be declined if you refuse to allow the treating doctor, medical facility or police to complete appropriate testing 
such as breathalyser or blood tests and/or you refuse to make the report available to us.

14. You failing to take medication that has been prescribed for you by a medical practitioner;

15. You engaging in active service in any of the Armed Forces of any nation, other than claims arising from authorised leave being 
cancelled due to operational reasons, as provided for under the Cancellation or Curtailment Sections;

16. Your travel to a country or specific area or event to which the Travel Advice Unit of the UK Foreign, Commonwealth and 
Development Office or the World Health Organisation (WHO) or similar body has advised against all, or all but essential travel 
unless that advice relates solely to coronavirus and you hold a European Single Trip policy;

17. Bankruptcy/liquidation or failure of a tour operator or travel agent;

18. Bankruptcy/liquidation or failure of a transport company or with anyone you have made travel or accommodation 
arrangements, unless you have purchased the Peace of Mind optional cover;

19. Any costs recoverable from another source;

20. Any search and rescue costs;

21. Any sports or activities not mentioned in the Sports and Activities Table Level One or agreed by us and noted in your 
schedule of insurance for Sports and Activities Levels Two, Three or Four;

22. You or any insured person undertaking a cruise unless this is shown on your schedule of insurance, or you failing to undertake 
a second medical screening one week before paying your final balance for your cruise;
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23. You cancelling or curtailing your journey if it is due to the health of a non-travelling immediate relative or a travelling 
companion who is not named on your schedule of insurance for this optional cover to apply;

24. Depreciation, wear and tear and currency exchange losses.

25. Your disinclination, unwillingness or refusal to travel unless you have the Added Peace of Mind extra cover which is applicable 
just for terrorism.

26. You gaining access to controlled or restricted areas and/or the unauthorised use of swimming pools outside of specified 
opening times;

27. You climbing on top of, or jumping from a vehicle or jumping from a building or balcony, or sitting, planking, balconing, 
owling or lying on any external part of any building, or climbing or moving from any external part of any building to another 
(apart from stairs, ramps or walkways) and falling regardless of the height, unless your life is in danger or you are attempting 
to save human life

28. Any indirect loss unless specifically provided for within this policy (for example, but not limited to, loss of earnings due to 
being unable to return to work following injury or illness or cost of replacement lock if keys are lost);

29. Circumstances which you knew about before you purchased this insurance or at the time of booking the journey (whichever 
is the later) which could result in a claim;

30. Normal pregnancy and childbirth, unless there is a complication of pregnancy and childbirth.

31. Complications of childbirth and pregnancy if you are 28 weeks pregnant or over on your journey.

32. claims arising from your wilful, malicious or unlawful acts;
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TABLE OF BENEFITS - POLICY BENEFITS

SECTION
NO.

Section of 
Cover

Benefit
Brief explanation Info Maximum sum 

insured per person

Excess 
per person 
per claim 

per section

1
Emergency 

Medical Expenses 
and Repatriation

Inpatient and outpatient treatment and 
repatriation by the most suitable means 
of transport, or to the same standard as 

your original booking.  

Includes medical, surgical, 
hospital, ambulance nursing fees 

and charges
£10,000,000 £150

1 Dental Treatment For pain relief Natural teeth only £400 £150

1 Funeral Expenses Overseas funeral or repatriation of 
remains

Burial or cremation overseas or 
repatriation of mortal remains. £5000 £150

1 Extension of stay Following hospitalisation To the standard of
your original booking £1000 N/A

1 Relative/travelling 
companion support

Their travelling costs (economy class) 
and accommodation.

To the standard of 
your original booking £1500 N/A

1 Hospital Benefit To cover out of pocket incidentals whilst 
you are in hospital £25 for each 24 hours £375 N/A

2 Catastrophe Unused travel and accommodation costs £500 £100

3 Curtailment If you need to end your journey early. If no cancellation cover purchased £1000 £150

3 Curtailment If you need to end your journey early. If you have purchased optional 
cancellation cover

Up to the amount 
you insured for 

cancellation
£150

4 Personal Accident Death / Loss of Limb / Loss of Sight /
Permanent Total Disablement Between 16 and 70 years £15,000 N/A

4 Personal Accident Death / Loss of Limb / Loss of Sight /
Permanent Total Disablement Under 16 and over 70 years £3000 N/A

5 Legal Expenses To pursue a claim for damages or 
compensation from a third party

Per person
Total Per Policy

£25,000
£50,000

N/A

6 Personal Liability If you accidentally injure or cause 
damage to someone or something else £2,000,000 £100

7 Cruise Interruption If you require onshore hospitalisation 
and are able to return to your cruise £1000 £100

7 Unused Excursions If you are confined to your cabin due to 
accident or illness

£100 per excursion 
to a maximum of £500 £500 £100

7 Missed Port If you miss the ship when it starts 
its initial voyage £500 £100

7 Confinement to Cabin For medical reasons £100 per 24-hours £500 N/A

7 Withdrawal of Services For each 24 hrs for service withdrawal In excess of 48 hrs £500 N/A

7 Money and Passport £250 Cash
£750 Passport £1000 £100

7 Travel Delay and Disruption

Lounge access or £50 after 2 hrs

Cancellation after 24 hrs

£50

£1000 or as shown 
on your schedule of 

insurance

N/A

£150

7 Scheduled Airline Failure Airline Insolvency £1500 N/A

7 Extra Catastrophe
Natural catastrophe causes delay, 
cancellation, reduced or extended 

journey duration
£1500 £100
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YOUR OPTIONAL COVERS
SECTION

NO.
Section of 

Cover
Benefit

Brief explanation Info Maximum amount 
insured per person

Excess 
per person 
per claim 

per section

8 Personal Possessions and 
Delayed Baggage

Theft or Loss.

Delay to your Baggage

Hire of mobility aids

Single item or pair or set limit £250

Delayed baggage after 6 hrs 

Theft or loss

£1000

£200

£200

£100

£100

£100

9 Personal Money Loss or theft £250 £100
9 Loss of Passport Loss or theft £500 £100
9 Travel Delay Lounge access or £50 after 2 hrs £50 N/A
9 Missed Departure Accommodation and travel costs £500 £100

9 End Supplier Failure Insolvency of travel provider or 
accommodation provider £1500 N/A

9 Extra Natural Catastrophe Cancellation or additional expenses or 
curtailment £1500 £100

9 Disinclination to travel due 
to terrorism Cancellation £1000 £100

9

Trip Interruption 
(Applicable only if your 

journey duration is greater 
than 365 days)

Your necessary return home and later 
your return for the continuation 

of your journey.
£1500 £100

10 Cancellation
Due to travel delay of more than 24 hrs, 

or your health due to an accident, illness 
or injury.

£1000 or as shown 
on your schedule 

of insurance
£100

11 Car Hire Excess
Insurance

Refund of policy excess for 
Car Hire agreements. £6000 £100

12 Electronic Gadgets Theft Laptop £3,000 £100

12 Electronic Gadgets Theft Mobile Phone £1,000 £100

12 Electronic Gadgets Theft Tablet £1,500 £100

12 Electronic Gadgets Theft Smart Watch £750 £100

13 Winter Sports Theft, loss or damage Ski Equipment £500 £100

13 Winter Sports Hire of equipment following delay to 
arrival of your ski equipment £20 per day £260 N/A

13 Winter Sports Ski Pack - Ski hire, lessons and lift pass if 
you become ill and can't ski £250 N/A

13 Winter Sports Piste Closure £25 per day £250 N/A

13 Winter Sports Avalanche and Landslide – extra travel 
and accommodation After 12 hours £150 N/A

14 Sports and Activities
A list of included activities and sports, 

plus those you need to pay an
additional premium for

£100

15 Occupational Cover If you are working overseas

16 Non-Travelling Immediate 
Relatives

Cover for if you need to cancel or 
curtail your journey

£100

17 Travelling Companions Cover for if you need to cancel or 
curtail your journey

£100

18 Pet Fees Cover for your pets too £25 per day up to £200 £200 N/A

19 Policy Excess Waiver Removes all excess charges 
from this policy

£0
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SECTION 1 – INCLUDED - EMERGENCY MEDICAL EXPENSES, MEDICAL REPATRIATION 
EXPENSES AND HOSPITAL BENEFIT

We will pay:
If, during your journey, you become ill or injured or contract coronavirus we will pay you up to the amount shown in the Table 
of Benefits, for the following listed expenses. These expenses must be necessary as decided by our emergency assistance team.

1. Emergency medical, surgical, hospital, ambulance, nursing fees and charges in the nearest appropriate hospital;
2. Emergency dental treatment for immediate pain relief (to natural teeth only);
3. In the event of your death whilst on your journey outside your home location, funeral expenses incurred outside of your 

home location, or the cost of bringing your body to your home location;
4. Additional transport and/or accommodation expenses, up to the standard of your original booking, if it is medically necessary 

(as agreed by your treating medical practitioner and our medical officer) for you to stay beyond your scheduled return date. 
This includes, with the prior authorisation of our emergency assistance team, additional transport and/or accommodation 
expenses up to the standard of your original booking, for one relative or travelling companion to remain with you, or travel 
(economy class) to you from your home, only if it is deemed medically necessary;

5. With the prior authorisation of our emergency assistance team, additional costs incurred to repatriate you to your home 
location if it is medically necessary. Repatriation expenses will be for the originally booked class of travel unless our emergency 
assistance team agrees otherwise.

6. If you are injured or ill while on your journey and you are treated as an in-patient in a hospital abroad, we will pay you £25 
for each 24 hours you are in hospital up to the amount shown in the Table of Benefits. This is in addition to any medical 
expenses incurred.

You must be aware that:
1. All treatment or expenses over £500 must be authorised by our emergency assistance team.
2. You must tell our emergency assistance team before you get admitted to a hospital as an in-patient, or before any 

arrangements are made for your repatriation.
3. You will not be covered for treatment in a private hospital if an appropriate public hospital is available.
4. In the event of your illness or injury we reserve the right to move you from one hospital to another and/or to arrange for 

your repatriation at any time. We will do this if in the opinion of our emergency assistance team and your treating medical 
practitioner, you can be moved safely and/or travel safely, to your home to continue treatment.

5. An excess is not payable for claims under this section if you reduce medical costs by using a reciprocal health agreement.
6. If you are repatriated and you do not have an original return travel ticket, we will ask you to pay up to the amount of a one-

way ticket to your home location.
7. You must not arrange to be repatriated without the permission of our emergency assistance team’s medical officer who will 

determine what is medically appropriate in coordination with your treating doctor.

We will not pay for:
1. Your policy excess unless you have purchased an Excess Waiver or you have used a reciprocal health agreement to reduce the 

cost of your treatment;
2. Anything mentioned in the General Exclusions;
3. Costs for private treatment or private rooms unless our emergency assistance team agree it is medically necessary;
4. Telephone calls unless these are to our emergency assistance team;
5. Taxi fares unless these are to or from hospital and relate to: your admission, discharge, attendance for outpatient treatment 

or appointments, or for collection of medication prescribed by the hospital;
6. Treatment or surgery, including exploratory tests, which are not directly related to the injury or illness which caused your 

admittance into hospital;
7. Treatment that is not usual for your injury, illness or disease;
8. Any form of treatment or surgery which, in our opinion can be delayed until your return home;
9. Treatment or services provided by a health spa, convalescent or nursing home or any rehabilitation centre unless we authorise it.
10. Expenses incurred after you have returned home;
11. Expenses incurred because you did not have the recommended inoculations and/or take the recommended medication 

before you left your home and/or because you have not completed a course of treatment or medication in accordance with 
the instructions from your medical practitioner for the prescribed medication;

12. Expenses incurred after the date when we would move you from one hospital to another and/or arrange for your repatriation 
(as determined by our emergency assistance team) but you decide not to be moved or repatriated;
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13. Any pre-existing medical conditions which have not been declared to us and agreed by us in writing as covered pre-existing 
medical conditions or any changes or additional conditions that affect a pre-existing medical condition which have occurred 
before the start of the journey, which have not been declared to and accepted by us in writing;

14. Routine or elective (non-emergency) care or treatment, including specialist review or referral, investigations, treatment or surgery, 
including complications arising from cosmetic or elective surgery that you have had, whether before or during the journey;

15. Loss of, or damage to, dentures, false limbs, hearing aids, contact or corneal lenses or prescription spectacles;
16. Any sums which can be recovered by you and/or which are covered under any National Insurance Scheme or Reciprocal 

Health Arrangement;
17. Costs for any reentry requirements including coronavirus tests required for return to the United Kingdom.

SECTION 2 - INCLUDED - CATASTROPHE

We will pay:
If you have to move from your accommodation (not your home) because of fire, lightning, explosion, earthquake, storm, tempest, 
hurricane, flood, medical epidemic or a local Government directive. You are covered for up to the amount shown in the Table of 
Benefits for any unused travel and accommodation costs (to continue with your journey or if you can’t continue your journey for 
your return to your home) which you have paid or are contracted to pay and that you can’t recover from anywhere else.

You must be aware that:

If you claim for catastrophe, you cannot also claim for cancellation, curtailment, missed or delayed departure.

We will not pay for:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. Travel tickets paid for using any airline mileage or reward scheme (including supermarket reward schemes), for example 

Avios, or accommodation costs paid for by using any Timeshare, Holiday Property Bond or other holiday points scheme.
4. For any loss or expenses arising from;

a) you not wanting to travel or continue with your journey;
b) any cost or expense resulting from circumstances existing prior to your arrival at your accommodation;
c) the cost of you returning to the original destination to finish the journey
d) costs for further accommodation, following any cancellation or curtailment of the journey.

SECTION 3 – INCLUDED - CURTAILMENT

We will pay:
• Pro-rata per journey up to £1000 per insured person if you have not chosen to insure your journey for cancellation; or
• The pro-rata amount shown on your schedule of insurance for cancellation cover if you have opted to include cancellation 

cover.

For any irrecoverable unused travel and accommodation costs, and other prepaid charges which you have paid or are contracted 
to pay if you have to unexpectedly return home before the end of your journey for any of the following reasons:
1. Bodily injury, death or illness to

a) you (as long as it is considered medically necessary by our Medical Officer); or
b) any person with whom you have arranged to stay; or
c) a travelling companion; or
d) your immediate relative; or
e) your business associate;

2. Jury service attendance or being called as a witness at a Court of Law, (but not as an expert witness or where your job would 
normally require you to attend court);

3. The police or other authorities requesting you to return to your home due to serious damage to your home, caused by fire, 
aircraft, explosion, storm, flood, subsidence, malicious persons or theft;

4. Being posted overseas or receiving emergency requirements of duty in the  Armed Forces, Police, Fire, Nursing or Ambulance 
Services. This cover does not apply to cancellation of leave due to war.

5. Your booked accommodation being required to close after you have checked in at your booked accommodation because of 
you, a guest or employee being diagnosed with coronavirus;
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We will not pay for:
1. Your policy excess unless you have purchased an Excess Waiver optional benefit;
2. Anything mentioned in the General Exclusions;
3. Travel tickets paid for by using any airline mileage or reward scheme (including supermarket reward schemes), for example 

Avios, or accommodation costs paid for by using any Timeshare, Holiday Property Bond or other holiday points scheme.
4. Any pre-existing medical conditions or related conditions suffered by you or your non-travelling immediate relative or 

travelling companion which have not been declared to us and agreed by us in writing as covered pre-existing medical 
conditions or any changes or additional conditions that affect a pre-existing medical condition which have occurred before 
the start of the journey, which have not been declared to and accepted by us in writing

5. Your failure to obtain the required passport or visa;
6. Your lack of enjoyment or dissatisfaction;
7. Medically related claims where a certificate has not been obtained from a medical practitioner, confirming that curtailment 

of the journey is necessary on medical grounds;
8. You not having had the recommended vaccines, inoculations or medications prior to the journey;
9. The cost of you returning to the original destination to finish the journey or costs for further accommodation after your 

curtailment;
10. Your passport or travel documents being lost or stolen;
11. Any claims arising from government or Foreign, Commonwealth and Development Office advice warning against all travel, 

or all but essential travel, for any reason, including epidemic or pandemic, including but not limited to Coronavirus disease 
(COVID-19); severe acute respiratory syndrome coronavirus (SARS-COV-2) or any mutation of these.

SECTION 4 – INCLUDED - PERSONAL ACCIDENT

We will pay:
Up to the amount shown in the Table of Benefits if you sustain a bodily injury whilst on the journey which results, within 12 
months of the incident that caused your claim, in your; death, loss of limb, loss of sight or permanent total disablement.

Specific Definitions applicable to the Personal Accident Section: 

Loss of limb:
1. For an arm:

a) permanent severance of the four fingers at or above the metacarpal phalangeal joints; or
b) permanent total loss of use of an entire hand or arm; and

2. For a leg:
a) permanent severance or total loss of use above the talo-tibial joint; or
b) permanent total loss of use of an entire foot or leg.

Loss of sight: total and permanent loss of sight without expectation of improvement:
1. in both eyes when your name is added to the Register of Blind Persons on the authority of a qualified ophthalmic specialist; 

or
2. in one eye when the degree of sight remaining after correction is 3/60 or less on the Snellen Scale.
3. Permanent Total Disablement: disablement which has lasted for a minimum of twelve (12) months and in the opinion of a 

medical practitioner acting on our behalf, has no hope of recovery or improvement and which prevents you from carrying 
out any occupation.

We will not pay for:
1. Anything mentioned in the General Exclusions;
2. A permanent total disablement claim if you are not in full-time gainful employment at the time of sustaining a bodily injury, 

or you are aged 65 years or over;
3. More than one loss suffered by you during the period of insurance;
4. Any loss or expenses, directly or indirectly caused by or contributed to, by:

a) disease or any physical defect or illness
b) the injection or ingestion of any substance.

You must be aware that:
1. The death benefit payment will be paid into the deceased’s estate.
2. If you are aged under 16 and over 70 years the benefit under this section will be limited to £3,000.
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SECTION 5 – INCLUDED - LEGAL EXPENSES

What you are covered for
We will pay up to the amount shown in the summary of cover for legal expenses to bring a claim for damages or compensation 
against a third party, if you suffer an incident that results in bodily injury, death or illness caused by a third party during the trip. 

The following words and expressions used in this section of the policy shall mean the following wherever they appear in bold:

Legal Expenses: 
• fees, expenses and other costs reasonably incurred (as determined by our legal representative) by a legal representative 

to pursue a claim or legal proceedings for damages and/or compensation against a third party who has caused your bodily 
injury, death or illness.

• costs that you are legally liable for following an award of costs by any court or tribunal or an out-of-court settlement made in 
connection with any claim or legal proceedings. 

Legal Representative:
The solicitor or other suitably qualified person appointed by us in accordance with this section of the policy.

SPECIAL CONDITIONS 
• Written consent must be obtained from us prior to incurring legal expenses. This consent will be given if you can satisfy us 

that:there are reasonable (as determined by our legal representative) grounds for pursing the claim or legal proceedings; 
and 

• in the opinion of our legal representative the prospects of success and of recovering damages/enforcing a judgment is at 
least 51%. 

• All claims or legal proceedings including any appeal against judgement resulting from the same original cause, event, or 
circumstance, will be regarded as one claim. 

• If you are successful in any action, any legal expenses provided by us must be reimbursed to us. 
• We may at our discretion assume control at any time of any claim or legal proceedings in your name for damages and or 

compensation from a third party. 
• We may at our discretion offer to settle a claim with you instead of initiating or continuing any claim or legal proceedings for 

damages and or compensation from a third party. Any such settlement will be full and final in respect to the claim. 
• We may at our discretion offer to settle a counter-claim against you instead of continuing any claim or legal proceedings for 

damages and or compensation from a third party. 
• Only the costs incurred by a legal representative approved or appointed by us will be covered.
• We shall have complete control over the legal proceedings through legal representatives we nominate up to the point 

where proceedings are issued at which point you are free to nominate a suitably qualified person, although we do not have 
to accept them.

• Any legal representative will be appointed by us to represent you according to our standard terms, which may include a 
Conditional Fee Agreement or a Contingency Fee Agreement.

• You must cooperate fully with us and the legal representative and follow their advice and provide any information and assis-
tance required by them within a reasonable timescale.

• We will have direct contact with the legal representative and you must authorise them to disclose any information or docu-
mentation we may ask for.

• If we ask, you must have any legal costs taxed, assessed or audited.

What you are NOT covered for
1) the excess as shown in the summary of cover; 
2) any claim we or our legal representatives believe is not likely to be successful or if we think the costs of taking action will 

be more than any award or the prospects of success and of recovering damages/enforcing a judgment is likely to be less 
than 51%;

3) any claim reported to us more than 3 months after incident which led to the claim; 
4) legal expenses incurred in the defence against any civil claim or legal proceedings made or brought against you; 
5) legal expenses incurred before receiving our prior written approval; 
6) legal expenses incurred in connection with any criminal or wilful act committed by you; 



7) legal expenses incurred for any claim or legal proceedings brought against: 
a) a travel agent, tour operator, carrier, insurer or their agent; 
b) a holiday accommodation provider;
c) us, you, or any company or person involved in arranging this policy;
d) any person named on this policy;

8) fines, compensation or other penalties imposed by a court or other authority; 
9) legal expenses incurred after you have not accepted an offer from a third party to settle a claim or legal proceeding where 

the offer is considered by our legal representative to be reasonable or you not accepting an offer from us to settle a claim; 
10) legal expenses which we consider to be unreasonable or excessive or unreasonably incurred (as determined by our legal 

representative); 
11) legal expenses incurred in pursuing any claim for compensation against the manufacturer, distributor or supplier of any 

drug, medication or medicine. 
12) any claim relating to:

a) an illness which gradually develops and is not caused by a specific or sudden event;
b) the driving of a motor vehicle for which you had no valid insurance;
c) judicial review or coroner’s inquest;
d) defending your legal rights, except for the defence of any counterclaim.

13) any claim where legal expenses are based directly or indirectly on the amount of compensation awarded and specifically 
which is capable of being pursued under a Contingency Fee Agreement;

14) legal expenses incurred in any claim which is capable of being pursued under a Conditional Fee Agreement;
15) legal expenses incurred if an action is brought in more than one country;
16) anything mentioned in the General Exclusions.
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SECTION 6 - INCLUDED - PERSONAL LIABILITY
We will pay:
Up to the amount shown in the Table of Benefits (inclusive of legal costs and expenses) if you become legally liable to pay 
damages in respect of:
1. Accidental bodily injury, including death, illness and disease to a person; and/or
2. Accidental loss of or damage to material property arising during the journey. We will indemnify you for all such damages in 

respect of each occurrence or a series of occurrences arising directly or indirectly from one source or original cause.

You must be aware that:
1. You or your legal representatives must tell us in writing immediately, if you have received notice of any prosecution or 

inquest in connection with any circumstances which may cause a claim under this section.
2. You shouldn’t admit liability or make any offer, promise or payment without our written agreement.
3. You must forward us every written communication and document that you receive in connection to your case as soon as you 

receive it.
4. We can decide to take over and conduct any defence or settlement of any claim in your name, or to prosecute in your name 

for our own benefit any claim for indemnity or damages against all other parties or persons.
5. We can decide to pay you in connection with any claim or series of claims the sum insured (after deduction of any sums 

already paid as compensation) or any lesser amount for which such claim(s) can be settled. Once this payment is made we 
shall have no further liability and will have no further involvement with the case.

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. Any claim for bodily injury, illness or disease of any person who is your: immediate relative; travelling companion; or with whom 

you have a contract of employment, service or apprenticeship if the incident occurs in the course of their employment to you;
4. Any claim for loss or damage to property which you own or hold in trust or is in your control unless it is temporary 

accommodation occupied by you during your journey;
5. Any claim for bodily injury or damage caused directly or indirectly by you owning or using: aircraft, hovercraft, watercraft 

(other than non-mechanically powered watercraft less than 30 feet in length used on inland waters), mechanically propelled 
vehicles (other than motorised wheelchairs not used on public roads or golf buggies used on golf courses and not on public 
roads), firearms; 

6. Bodily injury caused directly or indirectly in connection with: the ownership, possession or occupation of land or buildings, 
immobile property or caravans or trailers, any wilful or malicious act, carrying on of any trade, business or profession, any 
racing activity;

7. Any claim relating to your fraudulent, dishonest or criminal acts or those of anyone you have authorised to act on your behalf;
8. Any claim resulting from venereal disease or sexually transmitted diseases;
9. Any claim assumed by you under any contract or agreement unless such liability would have attached in the absence of such 

contract or agreement;
10. Punitive or exemplary damages.
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SECTION 7 – INCLUDED - FOR ALL CRUISE POLICIES

You are only covered under this section if you have paid the extra premium to cover cruises. This cover will be shown on your 
schedule of insurance.

We will not cover cruise travel if this cover has not been included in your schedule of insurance.

In addition to the previous benefits, this section of cover adds the following benefits onto your policy.

BENEFIT Maximum sum insured 
per person

Excess 
per person 
per claim 

per section

Cruise Interruption £1000 £100
Unused Excursions £100 maximum per excursion £500 £100
Missed Port £100 maximum per Port £500 £100
Confinement to Cabin £100 per 24 hours £500 N/A
Withdrawal of Services £50 per 24 hours £500 N/A

Money and Passport £250 Cash
£750 Passport £1000 £100

Travel Delay and Disruption

Delay greater than 2 hours

Delay greater than 24 hours  - Cancellation

Lounge Pass or £50 
per 12 hours 

Up to £1000 or the amount 
shown on your schedule

of insurance

N/A

N/A

Scheduled Airline Failure £1500 N/A

Extra Catastrophe
Fire, flood, earthquake, explosion, Tsunami, 

volcanic eruption, landslide, avalanche, 
hurricane, cyclone or storm

£1500 £100

CRUISE INTERRUPTION
We will pay:
For additional travel expenses, up to the amount shown in the Table of Benefits, to reach the next port to re-join the cruise if you 
have a valid claim under Section 1 Medical Emergency Expenses and require in-patient hospital treatment ashore. In order for 
this benefit to apply our medical officer must agree that you are fit to continue with your journey.

We will not pay:
If less than 25% of your cruise remains.

UNUSED EXCURSIONS
We will pay:
For the cost of pre-booked and paid-for excursions, if you are unable to use them because you were confined to your own cabin 
due to an accident or illness which is covered under Section 1 - Medical Emergency Expenses, up to the amount shown in the 
Table of Benefits.

MISSED PORT
We will pay:
For necessary additional accommodation (room only) and travel expenses for you to join your cruise ship at the next docking 
port if you are late arriving for your scheduled departure time at the first international departure point as a result of:
1. the failure of scheduled public transport;
2. an accident to or breakdown of the vehicle you are travelling in;
3. an accident or breakdown which happens ahead of you on a road which causes an unexpected delay to the vehicle you are 

travelling in; or
4. strike, industrial action or adverse weather conditions.
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You must be aware that:
We will require written confirmation from your public transport provider that your public transport service did not run on time.

You will need to provide confirmation from police or the Highways Agency of an accident, or in the instance of a road closure, 
that it was not notified before it closed.

We will not pay:
1. If you have not allowed enough time to reach your port for your check in time.
2. If your delay was caused by strike, riot or civil commotion or industrial action which began or was announced before your 

policy started
3. For claims which are the result of flat tyres, you running out of fuel or oil, or if your vehicle has not be maintained according 

to the manufacturer’s instructions.

CONFINEMENT TO CABIN

We will pay:
For each 24-hour period that you are confined to your cabin for medical reasons on the advice of the ship’s medical officer.

We will not pay:
If your confinement is not confirmed in writing by the ship’s medical officer. 

WITHDRAWAL OF SERVICES

We will pay:
If a withdrawal of services occurs continuously for more than 48 hours during your cruise, we will pay £50 for each 24 hours 
thereafter, up to the amount shown in the Table of Benefits.

MONEY AND PASSPORT

We will pay:
Personal Money: If you accidently lose your personal money, or it is stolen, whilst on your journey, we will pay you up to the 
amount shown in the Table of Benefits. You must provide us with a police report confirming the theft.

Passport: If you accidently lose your passport or it is stolen, whilst on your journey, we will pay you up to the amount shown in 
the Table of Benefits for travel and accommodation costs for you to get a replacement passport. You will not be covered for the 
cost of the passport itself.

TRAVEL DELAY AND DISRUPTION

Travel Delay: This benefit applies to flights to and from your home country.
If the flight on which you are booked to travel is delayed by at least two hours as a result of:
1. strike or industrial action provided that when this policy was taken out, there was no expectation that the trip would be delayed;
2. adverse weather conditions provided that when this policy was taken out, there was no expectation that the journey would 

be delayed;
3. mechanical breakdown or technical fault of the aircraft.

We will provide access to an airport lounge, where available. Lounge access will become available on the announcement of a 
minimum two-hour delay not for example, two consecutive one-hour delays.

Please be aware that you must have access to a mobile device so you can receive an SMS message which will give you access to 
the lounge.

To take advantage of this benefit you will need to call the 24-hour access phone number: +44 (0)2380 177466

You will need to quote your policy number and flight details. If your claim is valid you will then be sent an SMS message which 
will give you access to an airport lounge for the duration of your delay.

We will do our best to provide access to a lounge but there may be occasions when this benefit is unavailable:
If the lounge is closed when the delay occurs - during the night, for instance or if the lounge is at full capacity or if you fail to meet 
the lounge terms and conditions such as dress code or minimum age.

If you chose not to, or are unable to take advantage of airport lounge access, we will pay you £50.
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TRAVEL DISRUPTION

This section is only applicable if you have opted to purchase cover for cancellation. It does not apply to journeys within your 
home area.

We will pay:
Up to the sum insured shown on your schedule of insurance for any irrecoverable, unused travel and accommodation costs and 
other pre-paid charges which you have paid or are contracted to pay, if you choose to abandon your journey after a delay to the 
departure of the scheduled international public transport on which you are booked to travel of at least 24 hours due to:

• strike or industrial action, provided that when this policy was taken out, there was no expectation that the journey would 
be delayed;

• adverse weather conditions, provided that when this policy was taken out, there was no expectation that the journey would 
be delayed;

• mechanical breakdown or technical fault of the aircraft occurring on which you are booked to travel.

We will not pay:
1. For Travel Disruption and Cancellation – you may only claim under one of these sections.
2. Your policy excess unless you have purchased an Excess Waiver;
3. Anything mentioned in the General Exclusions
4. Claims where you have failed to check in on time
5. Claims where the strike, industrial or adverse weather conditions were known about and announced prior to you booking 

your journey or taking out this policy.

SCHEDULED AIRLINE FAILURE

This cover is provided by International Passenger Protection Limited, IPP House, 22-26 Station Road, West Wickham, Kent BR4 
0PR, United Kingdom and is underwritten by Liberty Mutual Insurance SE (The Insurer).

The Insurer will pay up to £1500 in total for each Insured Person named on the Invoice and on the Airline Ticket for:

1. Irrecoverable sums paid prior to Financial Failure of the scheduled airline not forming part of an inclusive holiday prior to 
departure or

2. In the event of Financial Failure after departure:
a) Additional costs incurred by the Insured Person in replacing that part of the flight arrangements to a similar standard of 

transportation as enjoyed prior to the curtailment of the travel arrangements; or 
b) If curtailment of the holiday is unavoidable -the cost of return flights to the United Kingdom, Isle of Man, Channel Islands 

or Northern Ireland to a similar standard of transportation as enjoyed prior to the curtailment of the travel arrangements. 

Financial Failure means the Airline becoming Insolvent or has an administrator appointed and does not fulfil the booked flight(s) 

The Insurer will not pay for:

1. Scheduled flights not booked within the United Kingdom, Isle of Man, Channel Islands or Northern Ireland prior to departure. 
2. Any costs resulting from the Financial Failure of: 

a) Any scheduled airline which is, or which any prospect of Financial Failure is known by the Insured or widely known publicly 
at the date of the Insured’s application under this policy 

b) Any loss or part of a loss which at the time of the happening of the loss is insured or guaranteed by any other existing Policy, 
Policies bond, or is capable of recovery from under section 75 of the Consumer Credit Act or from any bank or card issuer 
or any other legal means. 

3. The financial failure of any travel agent, tour organiser, booking agent or consolidator with whom the insured has booked a 
scheduled flight

4. Any losses which are not directly associated with the incident that caused the Insured to claim. For example, loss due to being 
unable to reach a pre booked hotel, villa, car hire or cruise following the financial failure of an airline. 
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SECTION 8 – OPTIONAL - PERSONAL POSSESSIONS – THEFT, LOSS AND DELAYED BAGGAGE

This cover is optional. You will only be covered if you have paid the extra premium and it is shown on your schedule of insurance.

We will pay:
Theft and loss - If you accidentally lose your baggage or valuables (they must belong to you and not be hired, loaned or entrusted 
to you), or if they are stolen whilst on the journey, we will pay up to the amount shown (subject to the single article, pair or set 
limit) in the Table of Benefits, to replace them. The amount we pay will be the replacement cost at the date of the loss, less a 
deduction for wear and tear and depreciation (calculated from the table below).

Mobility aids: If you accidentally lose your mobility aids (they must belong to you and not hired, loaned or entrusted to you), or 
if they are stolen whilst on the journey, we will pay the cost of temporary hire for the remainder of your journey. You can claim 
up to the amount shown in the Table of Benefits.

Delayed Baggage: You can claim up to the amount shown in the Table of Benefits for the emergency replacement of clothing, 
medication and toiletries if your baggage is delayed in reaching you on your outward journey and not returned to you within 6 
hours. You must have written confirmation from the public transport operator, confirming the number of hours the baggage was 
delayed for.

DEDUCTION TABLE FOR REPLACEMENT OF LOST OR STOLEN PERSONAL POSSESSIONS

Up to 1 year old 
10% deducted

2 to 3 years old 
40% deducted

4 to 5 years old 
60% deducted

1 to 2 years old 
30% deducted

3 to 4 years old 
50% deducted

Over 5 years old 
80% deducted

You must be aware that:
1. You must have a written ‘Carrier’s Report’ or ‘Property Irregularity Report’ from your airline or carrier if your baggage is lost, 

stolen or delayed whilst in their care. 

2. Any reimbursement received from your carrier will be deducted from the amount of your claim.

3. You must have a police report if your possessions are lost or stolen. 

4. There is a limit for one item, pair or set as shown in the Table of Benefits.

5. If you claim for delayed baggage and your baggage is not returned to you, you may claim for loss or theft of your personal 
possessions and we will deduct the cost of your delayed baggage claim from your claim for theft or loss of your possessions.

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;

2. Anything mentioned in the General Exclusions;

3. For any loss or expenses, directly or indirectly caused by :

a) your baggage being delayed, detained or confiscated by customs or other authorities;

b) anything being shipped as freight or under a Bill of Lading;

4. If you can’t provide us with receipts for the emergency replacement clothing, medication and toiletries purchased and 
written confirmation from the carrier confirming the length of delay;

5. If you cannot provide us with a Carrier’s Report or a “Property Irregularity Report”.
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SECTION 9 – OPTIONAL - EXTRA PEACE OF MIND

This cover is optional. You will only be covered if you have paid the extra premium and it is shown on your schedule of insurance.

In addition to the previous benefits, this section of cover adds the following benefits onto your policy.

Benefit Description
Maximum 

sum insured 
per person

Excess per 
person per 
claim per 
section

Personal Money Theft or Loss >16 yrs - Cash limit £150
<16 yrs - Cash limit £50 £250 £100

Loss of Passport Travel and accommodation to replace passport Whilst 
overseas £500 £100

Travel Delay Lounge Access After 2 hour delay Lounge Pass 
or £50

Missed Departure Accommodation and travel expenses £500 £100

End Supplier Failure Travel and Accommodation £1500 N/A

Extra Catastrophe Cancellation, curtailment, 
extra accommodation and travel costs

Fire, flood, earthquake, 
explosion, tsunami, 

volcanic eruption, landslide, 
avalanche, hurricane, 

cyclone or storm

£1500 £100

Disinclination to travel due to 
terrorism. Cancellation £1000 £100

If your schedule of insurance shows a continuous travel duration greater than 365 days, travel interruption is also included

Travel Interruption Travel costs to resume your journey £1500 £100

BEFORE YOU TRAVEL
We will pay for:

End Supplier Failure: We will pay up to the amount shown in the Table of Benefits, if your travel or accommodation provider 
becomes insolvent.

Disinclination to travel due to terrorism: We will pay you up to the amount shown in the Table of Benefits if an act of terrorism 
occurs within 40 miles of your journey destination and within 42 days of your scheduled outbound journey and you decide not 
to travel.

Missed Departure: We will pay you up to the amount shown in the Table of Benefits if you fail to arrive at the international 
departure point in time to board your transport on your outward journey as a result of :
a) Failure of scheduled public transport;
b) An accident or breakdown to the vehicle you are travelling in;
c) An accident or breakdown to another vehicle ahead of you on a road which causes an unexpected delay to the vehicle you 

are travelling in;
d) Strike, industrial action, adverse weather.

Extra Catastrophe: We will pay you up to the amount shown in the Table of Benefits if any part of your outward or onward 
journey is delayed or cancelled due to a natural catastrophe for;
a) Cancellation, if you are unable to use your pre-booked and pre-paid travel and accommodation;
b) Additional expenses to the standard of your original booking to reach your destination.
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AFTER YOU HAVE STARTED YOUR JOURNEY
END SUPPLIER FAILURE INSURANCE

This cover is provided by International Passenger Protection Limited, IPP House, 22-26 Station Road, West Wickham, Kent BR4 
0PR, United Kingdom and is underwritten by Liberty Mutual Insurance SE (The Insurer).

The Insurer will pay up to £2,000 in total for each Insured Person named on the Invoice for:

1) Irrecoverable sums paid prior to Financial Failure of the Scheduled Airline, hotel, train operator including Eurostar, car ferries; 
villas abroad & cottages in the UK; coach operator, car or camper hire company, caravan sites, campsites, mobile home, safaris; 
excursions; Eurotunnel; theme parks or attractions all known as the End Supplier of the travel arrangements not forming part 
of an inclusive holiday prior to departure, or

2) In the event of Financial Failure after departure:

a) additional pro rata costs incurred by the Insured Person(s) in replacing that part of the travel arrangements to a similar 
standard of transportation as enjoyed prior to the curtailment of the travel arrangements or

b) if curtailment of the holiday is unavoidable - the cost of return transportation to the United Kingdom, Channel Islands, Isle of 
Man or Northern Ireland to a similar standard of transportation as enjoyed prior to the curtailment of the travel arrangements.

Financial Failure means the End Supplier becoming Insolvent or has an administrator appointed and being unable to provide 
agreed services.

End Supplier means the company that owns and operates the services listed in point 1 above.

The Insurer will not pay for:

1) Travel or Accommodation not booked within the United Kingdom, Channel Islands, Isle of Man or Ireland prior to departure
2) Any End Supplier which is, or which any prospect of Financial Failure is known by the Insured or widely known publicly at the 

date of the Insured’s application under this policy.
3) Any loss or part of a loss which at the time of the happening of the loss is insured or guaranteed by any other existing Policy, 

Policies, bond, or is capable of recovery from under section 75 of the Consumer Credit Act or from any bank or card issuer or 
any other legal means.

4) The Financial Failure of any travel agent, tour organiser, booking agent or consolidator with whom the Insured has booked 
travel or accommodation

5) Any losses which are not directly associated with the incident that caused the Insured to claim. For example, loss due to being 
unable to reach your pre-booked hotel following the Financial Failure of an airline.

Any occurrence which may give rise to a claim should be advised as soon as reasonably practicable to the following by quoting 
your Policy Number, Travel Insurance Policy name and reference ESFI V2-20:

IPP Claims at Sedgwick Telephone: 
Oakleigh House 
14-15 Park Place
Cardiff CF10 

Telephone: +44 (0)345 266 1872  /  Website: www.ipplondon.co.uk/claims.asp /  Email: insolvency-claims@ipplondon.co.uk

MISSED DEPARTURE
We will pay for additional accommodation and travel expenses to reach your home location if you are late arriving at the 
international departure point on your return journey and cannot board as a result of:
a) Failure of scheduled public transport;
b) An accident or breakdown to the vehicle you are travelling in;
c) An accident or breakdown to another vehicle ahead of you on a road which causes an unexpected delay to the vehicle you 

are travelling in;
d) Strike, industrial action, adverse weather.

PERSONAL MONEY
If you accidently lose your personal money, or it is stolen, whilst on your journey, we will pay you up to the amount shown in the 
Table of Benefits. You must provide us with a police report confirming the theft.

29



INTERNATIONAL TRAVEL INSURANCE POLICY WORDING

PASSPORT
If you accidently lose your passport or it is stolen, whilst on your journey, we will pay you up to the amount shown in the Table 
of Benefits for travel and accommodation costs for you to get a replacement document. You will not be covered for the cost of 
the passport itself.

TRAVEL DELAY
This benefit applies to flights to and from your home location.

If the flight on which you are booked to travel is delayed by at least two hours as a result of:
1) strike or industrial action provided that when this policy was taken out, there was no expectation that the journey would be delayed;
2) adverse weather conditions;
3) mechanical breakdown or technical fault of the aircraft.

We will provide access to an airport lounge, where available. Lounge access will become available on the announcement of a 
minimum two-hour delay, not, for example, two consecutive one-hour delays.

Please be aware that you must have access to a mobile device so you can receive an SMS message which will give you access to 
the lounge.

To take advantage of this benefit you will need to call the 24-hour access phone number: +44 (0)2380 177466

You will need to quote your policy number and flight details. If your claim is valid you will then be sent an SMS message which 
will give you access to an airport lounge for the duration of your delay.

We will do our best to provide access to a lounge but there may be occasions when this benefit is unavailable:
• If the lounge is closed when the delay occurs - during the night, for instance. If the lounge is at full capacity.
• If you fail to meet the lounge terms and conditions such as dress code or minimum age.

If the above lounge access benefit is unavailable or you chose not to take it we will pay £50.

EXTRA CATASTROPHE:

We will pay:
If any part of your journey is cut short or extended as a result of a natural catastrophe up to the amount shown in the Table of 
Benefits for:
a) Curtailment if you are unable to use your travel or accommodation and have to return home;
b) If your public transport is delayed and no alternative is available for more than 24 hours and you cannot continue with your 

booked itinerary;
c) Replacement accommodation to the standard of your original booking (room only) if you cannot use your originally booked 

accommodation.

TRAVEL INTERRUPTION
This will only be included if your journey duration exceeds 365 days.

We will pay:
For you to return to continue your planned journey if you are returned to your home location for medical treatment following 
a valid claim under Section 1 Medical Emergency Expenses. Our medical officer must agree that you are fit to continue your 
journey once your medical treatment has finished. Your policy will be paused for the time you are in your home location.

TRAVEL DELAY
If you chose not to, or are unable to take advantage of airport lounge access, we will pay you up to the amount shown in the 
Table of Benefits.

We will not pay for:
1) Your policy excess unless you have purchased an Excess Waiver;
2) Anything mentioned in the General Exclusions;
3) Missed Departure claims if you failed to check-in on time for any reason other than those mentioned as covered.
4) Any claims arising from withdrawal from service of the public transport on the orders or recommendation of the Civil Aviation 

Authority or a Port Authority or similar body or Government in any country;
5) The insolvency of a tour operator, travel agent, booking agent or consolidator.
6) Travel and accommodation not booked within the United Kingdom prior to departure.
7) Any costs for which a third party is liable, or which can be recovered by other legal means.
8) Any losses which are not directly associated with the incident that caused your claim. For example, claims due to being unable 

to reach your pre-booked hotel following the insolvency of an airline.

SECTION 10 - OPTIONAL - CANCELLATION - ABOVE £1,000 PER PERSON
Sums insured for cancellation cover above £1000 per person are optional. You will only be covered for higher sums insured if you 
have paid the extra premium and it is shown on your schedule of insurance.

We will pay:
We will pay you up to the sum insured shown on your schedule of insurance for any irrecoverable, unused travel and 
accommodation costs and other pre-paid charges which you have paid or are contracted to pay for either;

(A) If you choose to abandon your outward journey after a delay to the departure of the scheduled public transport on which 
you are booked to travel, is delayed at the home location international departure point for at least 24 hours from the 
scheduled time of departure, due to:
• strike, industrial action;
• adverse weather;
• mechanical breakdown of, or a technical fault occurring in the scheduled public transport on which you are booked to travel.
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      Or
(B) You have to cancel your journey before you leave the United Kingdom because:

1) You suffer bodily injury, death, or illness and are advised not to travel by a medical practitioner;
2) You, your travel companion or any person you have arranged to stay with during your trip receiving a diagnosis of 

coronavirus within 14 days of the start of the trip or in the case of being admitted to hospital due to coronavirus within 
28 days of the start of the trip;

3) You being contacted by the NHS Test and Trace system and being told that you must self-isolate, within 14 days prior to 
your departure date, including on the date your trip is due to commence, or a member of your household receiving a 
positive coronavirus test result within 14 days prior to your departure date, which means that you are required to be 
self-isolating on the date your trip is due to commence;

4) You or your travel companion being denied boarding following either a coronavirus diagnosis or receiving a temperature 
or other medical test reading which falls outside of the transport provider’s terms of travel;

5) An immediate relative is seriously injured or killed in an accident or suffers a sudden and unexpected serious illness 
which is unrelated to any pre- existing medical conditions;

6) You are subject to compulsory quarantine, jury service attendance or being called as a witness at a Court of Law (but not 
as an expert witness or where your job would normally require you to attend court);

7) You are made involuntary redundant if you are under the age of 65 years. You must have had 2 years’ continuous employment 
with the same employer (which qualifies for payment under current United Kingdom redundancy payment legislation) and 
at the time of booking the journey there must have been no reason to believe you would be made redundant;

8) The police or other authorities request you to remain at your home due to serious damage to your home caused by fire, 
aircraft, explosion, storm, flood, subsidence, malicious persons or theft;

9) You being posted overseas or being ordered to return to duty if you are in the Armed Forces, Police, Fire, Nursing or 
Ambulance Services. This cover does not apply to cancellation of leave due to war.

10) You have opted to additionally cover the health of a non-travelling relative or travelling companion as shown on your 
schedule of insurance for your irrecoverable unused travel and accommodation costs and other prepaid charges which 
you have paid or you are contracted to pay as a result of their;
a) unexpected necessary hospitalisation (as advised by their medical practitioner)
b) diagnosis of a terminal medical condition;
c) unexpected serious illness or death of a non-travelling immediate relative or travelling companion if you have opted 

to additionally cover the health of that non-travelling immediate relative or travelling companion and it is shown on 
your schedule of insurance.

You must be aware that:
There will be no cover for any cancellation relating to a travelling companion’s or non-travelling immediate relative’s pre-
existing medical condition unless you have opted to include cover for this.

Unless you have purchased the optional cover for pre-existing conditions for non-travelling immediate relatives or travelling 
companions, there will only be cover under this section if they are hospitalised due to a sudden and unexpected serious illness 
or if they are injured (requiring hospitalisation) or killed in an accident.

You may optionally choose to insure your journey so that if due to a non-travelling immediate relative or travelling companion’s pre-
existing health conditions their health deteriorates then you may cancel or curtail your journey. Please refer to Sections 16 and 17.

We will only consider cancellation claims due to coronavirus that are supported by a test conducted by an approved provider on the 
Department of Health and Social Care list of providers for “Test To Release” or who meet the DHSC minimum Covid19 requirements 
and standards. The test must be an approved PCR or Lateral Flow Test with a CE mark.

For claims relating to NHS Test and Trace, you must provide evidence of the need to self-isolate from the official NHS Test and 
Trace app or the NHS COVID-19 app. This should take the form of an email or text message from NHS Test and Trace or an alert 
from the NHS COVID-19 app.

If you are denied boarding as a result of coronavirus you must have documented proof of this from the airline.

Please also refer to IMPORTANT INFORMATION REGARDING HEALTH CONDITIONS

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. For travel tickets paid for by airline mileage or any reward schemes, or accommodation costs paid for by using Timeshare, 

Holiday Property Bond or other holiday points schemes;
4. For claims arising from strike or industrial action which began or was announced before you booked your travel or purchased 

your insurance;
5. You failing to check-in on time.
6. For claims arising from any pre-existing medical condition of a travelling companion or a non-travelling immediate relative 

who is not named on your schedule of insurance and covered by this policy;
7. Claims arising if you or your travel companion or close relative had symptoms associated with coronavirus at the time of 

buying this insurance policy or booking your trip;
8. Claims arising if you or a member of your household is contacted by the NHS Test and Trace system within 48 hours of the 

purchase of your policy and you are required to self-isolate and unable to travel;
9. Claims arising from coronavirus within 15 days of purchasing your policy;

31



INTERNATIONAL TRAVEL INSURANCE POLICY WORDING

10. Any extra charges from the company you booked with because of your failure to notify them immediately it was found 
necessary to cancel;

11. Claims arising from prohibitive regulations by the government of any country;
12. Any claims arising from government or Foreign, Commonwealth and Development Office advice warning against all travel, 

or all but essential travel, for any reason, including epidemic or pandemic, including but not limited to Coronavirus disease 
(COVID-19); severe acute respiratory syndrome coronavirus (SARS-COV-2) or any mutation of these; 

13. Your redundancy caused by or resulting from misconduct leading to dismissal or from resignation or voluntary redundancy;
14. Claims due to you not getting the required passport or visa;
15. Claims because you do not want to travel,
16. Medically related claims if you have not got a certificate or report from a medical practitioner, confirming that cancellation 

of the journey is necessary on medical grounds;
17. Claims arising as a result of you not having had the recommended vaccines, inoculations or medications prior to the journey;
18. Your passport or travel documents being lost or stolen.
19. Any claim arising from or connected to a pre-existing medical condition if you haven’t declared it to us.

SECTION 11 – OPTIONAL - CAR HIRE EXCESS INSURANCE

This cover is optional. You will only be covered if you have paid the extra premium and it is shown on your schedule of insurance.

We will pay:
If you hire a car and the company from whom you have hired your car, charge you an excess on your car hire policy as a result of:

BENEFIT SUM INSURED EXCESS
Single Incident Limit £6000 Nil
Damage to : Bodywork / Includes fire, theft / windscreen, vandalism, Legal Costs to defend a claim / Tyres / Roof / Undercarriage
Lockout £100 Nil
Restitution £500 Nil
Key Replacement £500 Nil
Miss fuelling £500 Nil
Admin Charges £500 Nil
Towing / Breakdown £500 Nil

You must be aware that:
When you hire your car, you must be 25 years or over and under 86 years of age.
• Your hire period must not exceed 60 days
• Your hire car must not have more than 9 seats
• Your hire car must not be worth more than £50,000
• You and anyone insured to be driving the car must have a full United Kingdom Driving Licence.

We will not pay:
1. Anything mentioned in the General Exclusions;
2. Any loss arising from driving as your occupation or profession or rentals for commercial use or business use class 3;
3. Loss arising from operation of the hired vehicle in violation of the terms of the hire agreement;
4. Any amount recovered from the hire company or its insurers;
5. Any vehicles which are not hired from a hire company;
6. Wear, tear, mechanical or electrical breakdown, other than for towing;
7. Driving by anyone not authorised by the hire company;
8. The rental of: trailers or caravans; trucks; commercial vehicles; motorcycles; mopeds; motorbikes; off-road vehicles; or any 

vehicle changed from its standard factory specification
9. Losses occurring from driving whilst not on a public highway;
10. Losses occurring from driving on safaris or adventure trails;
11. Damage to the hired vehicle interior unless the damage is as a result of an accidental collision fire, theft or vandalism;
12. Any claim arising whilst driving in violation of the road laws of the country of hire;
13. Call out charges not related to the main claim.
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SECTION 12 – OPTIONAL - ELECTRONIC GADGETS

This cover is optional. You will only be covered if you have paid the extra premium for the relevant items and their identified 
value is shown on your schedule of insurance.

We will pay:
For the following items if they are stolen from you.

Max Sum Insured per item
Cover options available

Equipment
Theft only

Laptop £1,000 £2,000 £3,000 
Mobile Phone £500 £750 £1,000 
Tablet £750 £1,000 £1,500 
Smart Watch £300 £500 £750 

You must be aware that:
You must own these items and you will need to prove ownership and value if you make a claim.

This insurance will only cover these items for theft whilst you are outside of the United Kingdom.

You are only covered for theft, not for accidental loss or damage.

The maximum number of electronic gadgets we will cover per insured person is one of each type, 4 in total.

We will only settle the value of your item on purchase less depreciation using the depreciation table on page 27.

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. For theft within the United Kingdom or International Airspace;
4. If you have not got a police report to confirm the theft of the electronic gadget;
5. If you do not have proof of purchase of the electronic gadget.
5. For electronic gadgets left unattended unless they are in a hotel safe or locked rented accommodation and forcible entry has 

been documented on the Police Report.
6. For items stolen whilst in the custody of a travel provider.
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SECTION 13 – OPTIONAL - WINTER SPORTS

This cover is optional. You will only be covered for Sections 1-7 if you have paid the extra premium to cover Winter Sports and 
this section is shown on your schedule of insurance.

You must be aged 64 years or under.
You are covered for winter sports as part of your journey for up to 31 days in any single period of insurance.

You must be aware that:
1. Cover for off-piste skiing/snowboarding is restricted within resort boundaries.
2. There is no cover for search and rescue.
3. The Personal Liability Section of this Policy is extended to cover you whilst partaking in winter sports. You must adhere to the 

International Ski Federation code and any official local ski resort guidelines and recommendations.

1. Ski Equipment We will pay:
Up to £500 subject to the single article, pair or set limit as shown in the Table of Benefits for the replacement cost of ski 
equipment owned or hired by you if they are lost, stolen or damaged. The amount payable will be the replacement cost at the 
date of the loss less a deduction for wear and tear and depreciation, (calculated from the table below) or the cost of repair, 
whichever is lesser. For skis and snowboards over 5 years old the maximum we will pay is £50.

DEDUCTION TABLE FOR REPLACEMENT OF LOST OR STOLEN PERSONAL POSSESSIONS
Up to 1 year old 
10% deducted

2 to 3 years old 
40% deducted

4 to 5 years old
60% deducted

1 to 2 years old 
30% deducted

3 to 4 years old 
50% deducted

Over 5 years old
80% deducted

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. The following winter sports are not covered: biathlon, para-skiing, heli-skiing, ski- racing, ski jumping, off-piste skiing unless 

accompanied by a qualified guide or instructor, ice hockey, bob sleighing, the use of skeletons or luges, freestyle skiing, 
competitive skiing.

4. Any claims directly or indirectly caused by:
a) loss or damage caused by general wear and tear;
b) you failing to exercise care for the safety and supervision of your property;
c) your personal belongings being delayed, detained, or confiscated by customs or any other authority;
d) loss, theft or damage to anything being shipped as freight or under a Bill of Lading;
e) loss or damage occurring in the custody of an airline or other transport carrier unless reported immediately upon discovery 

and in the case of an airline a Property Irregularity Report obtained.

You must be aware that:
1. You must obtain a written police report within 24 hours of the discovery in the event of loss or theft.
2. In the event of loss of, theft of or damage to your ski equipment during your outward or return journey you must get a 

written ‘carrier’s report’, or a ‘Property Irregularity Report’ in the case of an airline.
3. We may replace or repair the lost or damaged ski equipment.

2. Ski Hire We will pay:
Up to £260 (£20 per day) to hire replacement ski equipment if your own ski equipment is temporarily lost in transit for longer 
than 12 hours on the outward journey or is lost, damaged or stolen during the journey.

We will not pay:
1. Anything mentioned in the General Exclusions;
2. For any loss or expenses, directly or indirectly caused by or contributed to, by:
a) loss or damage caused by general wear and tear;
b) you failing to exercise care for the safety and supervision of your ski equipment ;
c) your ski equipment being delayed, detained, or confiscated by customs or any other authority;
d) loss, theft or damage to anything being shipped as freight or under a Bill of Lading.
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You must be aware that:
1. You must obtain a written police report within 24 hours of the discovery in the event of loss or theft.
2. In the event of loss of, theft of or damage to your ski equipment during your outward or return journey you must get a 

written ‘carrier’s report’, or a ‘Property Irregularity Report’ in the case of an airline.

3. Ski Pack
We will pay:
Up to £250 for the proportionate value of the unused part of ski pack costs that you have not used if you have a valid claim 
under Section 1 Emergency Medical Expenses (ski pack means ski hire, ski lessons and lift pass).

4. Piste Closure
We will pay:
Up to £250 (£25 per day):
i) For extra costs for transport and ski lift pass if you have to travel to another resort if you are unable to ski due to adverse 

weather at your pre-booked resort (only available for journeys within the ski season at your pre-booked resort); or
ii) If it is not possible to travel to another resort or it is not possible to ski.

We will not pay (under 3 & 4):
a) Anything mentioned in the General Exclusions;
b) For any loss or expenses if you take this insurance within 14 days of going on the journey;
c) For any loss or expenses, directly or indirectly caused by or contributed to, by:

i) you skiing in a pre-booked winter sports resort which is less than 1,000m above sea level;
ii) the piste closure being in existence prior to your arrival in your pre-booked winter sports resort. Trips in the Northern 

Hemisphere outside the period commencing 1st December and ending 31st March and trips in the Southern Hemisphere 
outside the period commencing 1st May and ending 30th September

You must be aware that:
In the event of a claim you must obtain written confirmation from resort management to confirm that the piste was closed and/
or it was not possible to travel to another resort.

5. Avalanche and Landslide
We will pay:
Up to £150 for extra travel and accommodation costs if an avalanche or landslide delays your arrival at, or departure from, the 
pre-booked resort for more than 12 hours.

We will not pay:
a) Anything mentioned in the General Exclusions;
b) For any loss or expenses, if you take out this insurance within 14 days of going on the journey.

You must be aware that:
You must obtain written confirmation from an appropriate authority (resort management, travel agent, tour operator or local 
government authority) to confirm the period of and reason for the delay.
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SECTION 14 - INCLUDED - LEVEL 1
       OPTIONAL - LEVEL 2, 3 AND 4 - SPORTS AND ACTIVITIES

LEVEL 1 - INCLUDED

You are automatically covered under the Personal Accident, Personal Liability, Emergency Medical and Repatriation Expenses 
and Hospital Benefit sections for the following activities, provided that the activity is for recreational purposes at amateur level 
and not in organised competitions or in any professional capacity and the activity is not the main reason for your journey.

Archery
Badminton
Baseball
Basketball
Beach games
Bungee Jump (1 jump only)
Camel Riding
Canoeing (up to Grade 3)
Clay Pigeon Shooting
Cricket
Cycling (unless noted in Levels 2 & 3 below)
Dinghy Sailing
Elephant Riding
Fell Walking
Fencing
Fishing
Football
Golf
Hiking (under 2000m altitude)
Hockey
Jet Boating
Jogging
Marathon Running (not ultra)
Motorcycling up to 50cc (wearing a crash 
helmet, no racing)
Netball
Orienteering
Outward-Bound Pursuits Paintballing
Pony Trekking

Raquet ball
Rambling
River Canoeing (up to Grade 3)
Roller Skating
Roller Blading
Rounders
Rowing
Running – sprint/long distance
Safari – UK Tour Operator managed not self 
drive or walking safari
Sail Boarding
Sailing within Territorial Waters
Skate Boarding
Snorkelling
Squash
Surfing
Tennis
Track Events
Trekking (under 2000m altitude)
Volleyball
War Games
Water Polo
Yachting – racing/crewing inside territorial waters
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LEVEL 2 and LEVEL 3 – OPTIONAL

The following Hazardous Activities and Sports are not covered by this policy unless you have paid an additional premium and it 
is shown on your schedule of insurance as below:

The exclusion of Hazardous Activities and Sports in the General Exclusions is removed only with respect to cover for Personal 
Accident, Emergency Medical and Repatriation Expenses for participation in the following Hazardous Activities and Sports 
on a non-professional (amateur) and recreational basis provided that you ensure that the activity is adequately supervised 
and that appropriate safety equipment (such as protective headwear, life-jackets etc.) are worn at all times and you do not 
participate in such Hazardous Activities or Sports for more than 90 days in any one period of insurance.

LEVEL 2 - OPTIONAL
Cover is available to people under the age of 65 only. Personal Accident sum insured is reduced by 50%. Personal Liability 
is excluded.

Boxing Training (no contact)
Bungee Jump (more than 1)
Black Water Rafting (grade 1-4)
Camel Trekking 
Cycle Touring
Elephant Trekking 
Glacier Walking (as part of an organised 
tour and with a qualified guide)
Go Karting

Horse Riding (no Polo, Hunting or 
Jumping)
Hot Air Ballooning
Hurling
Jet Skiing
Martial Arts (training only)
Mountain Biking
Parascending/Parasailing (over water)
Rambling/Trekking between 2001-
4000m

Safari – non UK Tour Operator managed
*Scuba Diving 
Sea Kayaking
Sea Fishing 
Triathlon (up to Olympic distance 
only)
Water skiing 
White Water Rafting (grades 1-4)
Windsurfing 

You must be aware:
Scuba Diving Notes

*Qualified divers, diving with a dive-buddy and in accordance with the guidelines of the relevant diving organisation will be 
covered as follows:

QUALIFICATION MAXIMUM DEPTH
PADI OPEN WATER 18 Metres

PADI ADVANCED OPEN WATER 30 Metres
BSAC OCEAN DIVER 20 Metres
BSAC SPORTS DIVER 30 Metres
BSAC DIVER LEADER 30 Metres

Other qualifications maybe accepted but you must tell us prior to travel.

If you do not hold a diving qualification, we will only cover you to dive to a maximum depth of  18 metres when 
accompanied by and under the direction of a qualified diving instructor as part of an accredited course.

You will not be covered under this policy if you travel by air within 24 hours after participating in scuba diving.

LEVEL 3 – OPTIONAL
Cover is available to persons under the age of 65 only. Personal Accident sum insured is reduced by 50%. Personal Liability is 
excluded.

American Football
Gliding
Motorcycling with a licence (up to 125 cc, you must 
hold: a motorcycle licence appropriate to the cc of the 
motorcycle, wearing a helmet, no racing)
Paragliding (over water)

Quad Biking
Rugby
Tandem Skydive with qualified instructor
Sand Yachting
Yachting outside territorial waters
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LEVEL 4 – OPTIONAL
Cover is available to people under the age of 50 only. Personal Accident and Personal Liability benefits are excluded.

You can be covered under the Emergency Medical and Repatriation Expenses sections only for the following activities, provided 
that the activity is incidental to your journey and not the primary purpose or main activity to be undertaken during your journey 
and subject to an additional premium being paid and shown on your schedule of insurance.

The following endorsement will be applied to your schedule of insurance.

The exclusion of Hazardous Activities and Sports in the General Exclusions is removed only with respect to cover for Emergency 
Medical and Repatriation Expenses for participation in the following Hazardous Activities and Sports on a non-professional 
(amateur) and recreational basis provided that you ensure that the activity is adequately supervised and that appropriate 
safety equipment (such as protective headwear, life-jackets etc.) are worn at all times and you do not participate in such 
Hazardous Activities or Sports for more than 30 days in any one period of insurance.

Abseiling
Canyoning
Hang-gliding
Horse Jumping (no Polo, Hunting)
Kite Surfing
Micro Lighting

Parasailing over land
Parascending over land
Rock Climbing with ropes (less 
than 2000 metres above sea level. 
Free climbing and bouldering are 
excluded at any height)

SECTION 15 - OPTIONAL - OCCUPATIONAL COVER

Cover is available to people under the age of 65 only. Personal Accident sum insured is reduced by 50%. Personal Liability is excluded.

The following occupational cover is not covered by this policy unless you have paid an additional premium and your schedule of 
insurance shows that the cover has been provided, in which case the following endorsement to your schedule of insurance will 
be applied:

The exclusion of Occupational Cover in the General Exclusions is removed. Notwithstanding, there is no cover for the use of 
power tools or machinery.

Occupations that can be covered under this policy upon payment of an additional premium are detailed below.

Administrative Duties
Au Pair

Bar Work
Chalet Maids

Clerical Duties
Dancing Partners (Cruises)

Fruit Picking
Housekeepers
House Sitters

Nanny
Office Based Professional Duties

Restaurant Waiter / Waitress
Retail Work
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SECTION 16 - OPTIONAL CANCELLATION AND CURTAILMENT - FOR INSURED 
TRAVELLERS WITH NON-TRAVELLING IMMEDIATE RELATIVES WHO HAVE PRE-
EXISTING MEDICAL CONDITIONS

SPECIFIC DEFINITIONS FOR THIS SECTION

Immediate Relative: Mother, Father, Brother, Sister, Son, Daughter, Husband, Wife.

Pre-existing Medical Condition:  an injury, illness or disease for which the person
a) is at the point of you buying this insurance waiting for any tests, test results, investigations or receiving treatment (this 

includes prescribed medication) for any condition or set of symptoms that may or may not have been diagnosed; or
b) has been told is likely to cause their death; or

Has in the last 3 years:
a) been referred to or seen by a hospital doctor or surgeon as an out-patient (other than an Accident and Emergency doctor); or
b) required hospital in-patient treatment; or the person has ever

i) suffered from or received medical advice, treatment or medication for:
• any heart-related, blood circulatory, stroke, renal failure or diabetic condition; or
• any breathing condition (which can include a condition that has required the use of supplementary oxygen or the use of 

a nebulizer or inhaler); or
• any cancer.

If you opt to cover the health of a non-travelling immediate relative at the time of taking out this insurance, or for an annual 
multi-trip prior to booking an individual journey, and we agree cover subject to acceptance following a medical screening with 
your non- travelling immediate relative, for your cancellation or curtailment of an individual journey on which their health 
depends. This cover will show on your schedule of insurance.

You must be aware:
That if a non-travelling immediate relative has pre-existing medical conditions which cause you to need to cancel or curtail your 
journey and you have not opted to purchase this optional cover, there is no cover on this policy.

We will pay:
For any irrecoverable unused travel and accommodation costs, and other prepaid charges which you have paid or are contracted 
to pay if you have to unexpectedly cancel your journey before you leave or if you have to unexpectedly return home before the 
end of your journey if your non-travelling immediate relative’s pre-existing medical conditions are covered by this policy and:
• their health significantly deteriorates and they require in-patient hospitalisation, or
• they die
in the 4 weeks prior to your scheduled departure from the United Kingdom, or whilst you are on your journey.

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. For cancellation or curtailment if any non-travelling immediate relative’s pre- existing medical conditions have not been 

declared to us and accepted by us in writing.
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SECTION 17 – OPTIONAL CANCELLATION AND CURTAILMENT - FOR INSURED 
TRAVELLERS WITH TRAVELLING COMPANIONS WHO HAVE PRE- EXISTING MEDICAL 
CONDITIONS

Specific Definitions for this section

Travelling Companion: Someone with whom you have made prior arrangements to travel on your journey, who is on the same 
journey booking form as you, and who is not named on this insurance as an insured person.

Pre-existing Medical Condition:  an injury, illness or disease for which the person
a) is at the point of you buying this insurance waiting for any tests, test results, investigations or receiving treatment (this 

includes prescribed medication) for any condition or set of symptoms that may or may not have been diagnosed; or
b) has been told is likely to cause their death; or

Has in the last 3 years:
a) been referred to or seen by a hospital doctor or surgeon as an out-patient (other than an Accident and Emergency doctor); or
b) required hospital in-patient treatment; or the person has ever

i) suffered from or received medical advice, treatment or medication for:
• any heart-related, blood circulatory, stroke, renal failure or diabetic condition; or
• any breathing condition (which can include a condition that has required the use of supplementary oxygen or the use of 

a nebulizer or inhaler); or
• any cancer

If you opt to cover the health of a travelling companion at the time of taking out this insurance, or for an annual multi-trip prior 
to booking an individual journey, the travelling companion will need to undergo medical screening. Following this screening if 
we agree cover for your cancellation or curtailment of an individual journey on which their health depends, this cover will show 
on your schedule of insurance.

You must be aware:
That if a travelling companion has pre-existing medical conditions which cause you to need to cancel or curtail your journey and 
you have not opted to purchase this optional cover, there is no cover on this policy.

We will pay:
For any irrecoverable unused travel and accommodation costs, and other prepaid charges which you have paid or are contracted 
to pay if you have to unexpectedly cancel your journey before you leave or if you have to unexpectedly return home before the 
end of your journey if your travelling companion’s pre- existing medical conditions are covered by this policy and:
• their health significantly deteriorates, and they require in-patient hospitalisation, or
• they die;
in the 4 weeks prior to your scheduled departure from the United Kingdom, or whilst you are on your journey.

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver optional benefit;
2. Anything mentioned in the General Exclusions;
3. For cancellation or curtailment if your travelling companion’s pre-existing medical conditions have not been declared to us 

and accepted following a medical screening, by us in writing;
4. if your travelling companion does not appear on the same journey booking form as you do.
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SECTION 18 - OPTIONAL - PET FEES COVER 

1. Pet Fees Cover

We will pay:
Up to the amount shown in the Table of Benefits for each complete 24 hour period your pet remains in boarding if you incur 
additional boarding fees due to:

• the final section of your return journey being delayed for more than 24 hours due to adverse weather, a strike, industrial 
action, mechanical breakdown or

• you being delayed due to a covered event under the Medical Expenses Section,

We will not pay:
1. Your policy excess unless you have purchased an Excess Waiver;
2. Anything mentioned in the General Exclusions;
3. For any loss or expenses, directly or indirectly caused by or contributed to, by:
a) any fees, if your pet’s stay does not exceed the pre-booked period of Pet Boarding accommodation;
b) any Pet Boarding fees you pay outside your home location, as a result of quarantine regulations;
c) Adverse weather or strike or industrial action, existing or publicly declared before you purchased this insurance or at the 

time of booking the journey (whichever is the later);
d) Any fees which did not form part of the original pre-booked duration for your pet other than normal boarding fees for the 

extended period;
e) Mechanical breakdown of any vehicle that you are driving if the vehicle has not been serviced properly and maintained in 

accordance with the manufacturer’s instructions, or your vehicle runs out of petrol, oil, water or suffers a flat tyre, puncture 
or flat battery;

f) You not having checked in for the return journey at the final departure point at or before the recommended time.

You must be aware that:
1. You must get written confirmation from the appropriate transport company or authority stating the reason for the delay and 

how long the delay lasted.
2. We will only pay for domestic pets that you own.
3. You must get a written statement from the appropriate kennel or cattery confirming any extra charges that you have to pay.
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SECTION 19 – OPTIONAL POLICY EXCESS WAIVER

You may choose to pay an additional premium when you take out this insurance to completely avoid having to pay any policy 
excess when you make a claim.

If you decide to purchase this optional cover you will not have to pay any excesses, and this will show on your schedule of 
insurance.

You must be aware:
That this only applies to the policy excess and if you are required to provide any documents or evidence to support your claim 
and a third-party charges you for their administrative fees, costs or other charges, that these charges will still have to be paid for 
by you.
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HOW TO MAKE A COMPLAINT

We are dedicated to providing you with a high-quality service and want to ensure that this is constantly maintained. If you feel 
that we or another party connected with this policy have not offered a first-class service, please write and tell us.

For complaints about how a claim or assistance case has been handled you should contact:  International Medical Rescue,15 East 
Links, Tollgate, Eastleigh, Hampshire SO53 3TG  / Email: complaints@im-rescue.com 

For complaints about how an End Supplier Failure or a Scheduled Airline Failure claim has been handled :

If you have a complaint, we really want to hear from you. We welcome your comments as they give us the opportunity to put 
things right and improve our service to you.

Please telephone us on: (020) 8776 3750  / Fax: (020) 8776 3751 - Email: info@ipplondon.co.uk  / Or write to: 
The Customer Services Manager, International Passenger Protection Limited, IPP House, 22-26 Station Road, West Wickham, 
Kent BR4 0PR 

Please make sure that you quote the policy number which can be found on your Schedule.
 
It is our policy to acknowledge any complaint within 5 working days advising you of who is dealing with your concerns and 
attempt to address them. We will provide you with a written response outlining our detailed response to your complaint within 
four weeks of receipt of the complaint. You will receive either our written response or an explanation as to why we are not in 
a position to provide one within eight weeks of receipt of your complaint.

If you are not satisfied with the response you receive or we have failed to provide you with a written response, you may have 
the right to contact the Financial Ombudsman Service at the following address : The Financial Ombudsman Service, Exchange 
Tower, London E14 9SR.

Telephone: 0800 023 4 567 (calls to this number are free from “fixed lines” in the UK) or 0300 1239123 (calls to this number 
are charged at the same rate as 01 and 02 numbers on mobile phone tariffs in the UK)  / Email: complaint.info@financial-
ombudsman.org.uk 

More information can be found on their website – www.financial-ombudsman.org.uk. To confirm whether you are eligible to 
ask the Financial Ombudsman Service to review your complaint please contact them at https://www.financial-ombudsman.
org.uk/consumers/how-to-complain. 

Alternatively, as LMIE is a Luxembourg insurance company,  you are also entitled to refer the dispute to any of the following 
dispute resolution bodies: Commissariat aux Assurances, 7, boulevard Joseph II, L-1840 Luxembourg / Telephone: (+352) 22 69 
11 – 1 - Email: caa@caa.lu
or 
Service National du Médiateur de la consommation – Individual Consumers ONLY 
Ancien Hôtel de la Monnaie, 6, rue du Palais de Justice, L-1841 Luxembourg  / Telephone: (+352) 46 13 11 - Email: info@
mediateurconsommation.lu 
or 
Médiateur en Assurances, ACA, 12, rue Erasme, L-1468 Luxembourg – Telephone: (+352) 44 21 44 1 

Making a complaint will not affect your right to take legal action.
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Sales and Administration
If your complaint is about the way this policy has been sold or administered, please contact:

The Compliance Officer International Travel and Healthcare
7th Floor, 17 Bevis Marks, London EC3A 7LN

Telephone: 01689 892 228
Email: info@int-travelandhealthcare.com

We will contact you as soon as we receive your complaint to tell you what action is being taken. We will try to resolve the 
problem and give you an answer within four weeks. If it will take longer than four weeks we will let you know.

If we have not answered you within eight weeks, you can take your complaint to the Financial Ombudsman Service for review. 
This complaints procedure does not affect any legal right you have.

Once you have received your final response from us, and if you are still not satisfied you can contact the Financial Ombudsman 
Service: Financial Ombudsman Service Exchange Tower, Harbour Exchange, London, E14 9SR United Kingdom

UK Telephone: 0800 023 4567 or 0300 123 9123
Email: complaint.info@financial-ombudsman.org.uk

FINANCIAL SERVICES COMPENSATION SCHEME

We are covered by the Financial Services Compensation Scheme (FSCS). If we cannot meet our obligations you may be 
entitled to compensation under the scheme. You can get more information from the Financial Services Compensation Scheme 
at www.fscs.org.uk or by calling 0800 678 1100 or 0207 741 4100.
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