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Thank you for choosing to protect your vehicle
with Carole Nash, the UK’s favourite bike insurance
specialist. In welcoming you I’d like to emphasise that
we do not take your custom for granted – far from it.
We understand how much your vehicle means to you,
which is why we promise to give you the care both
you and your vehicle deserves.
So what does this mean? It means we share your
passion. It means we understand biking and driving
and that this will be reflected in the knowledgeable
and sympathetic advice we provide to you. It means
we are committed to harnessing the latest technology
to ensure we offer swift, seamless service. It means
we will continue to invest in one of the insurance
industry’s finest and most respected training
programmes so that our staff are equipped with the
knowledge and skills they need to best serve you. It
means that we really do care.

This booklet demonstrates just some of our
commitment to care. Inside you’ll find important
information which includes:
• The Carole Nash Promise – our pledge to delivering
you with the highest service standards
•The Carole Nash Advantage – details of the many
added-value benefits we and your policy offer, plus
information on other ways we can help protect
those things you hold dear.
It’s important too that you take time to read the
policy wordings and our terms of business as they
contain vital information.
Thank you again for choosing Carole Nash.

David Newman
Managing Director
Carole Nash Insurance Consultants Ltd.

The Carole Nash Promise
How we’ll deliver the care it deserves
Our priority is to ensure that you, as our customer,
receive the care you deserve. That’s why we provide
you with The Carole Nash Promise, a detailed outline
of the service standards we should always deliver.
By being open and honest about what we expect of
ourselves we are giving you a real benchmark against
which you may judge the service you personally
receive. Our aim is to go above and beyond your
expectations. Should you ever feel we have failed
to step up to that mark, to have failed to deliver on
The Promise detailed below, then please contact our
Customer Relations Team on 0800 130 0647 or email
customerelations@carolenash.com
We Promise
1. If we say we’re going to do it, then we’ll do it –
quickly and correctly

3.You’ll always deal with knowledgeable, specially
trained staff
• W
 e’ll ensure all new staff undergo thorough and
specialist training before we introduce them to
you.
• We’ll continually review our policies, services and
industry regulations to ensure every member of
staff is fully up to date and professionally equipped
to serve you.
• We’ll use call recording, monitoring and evaluation
to ensure we consistently deliver the highest
standards of professional service and advice which
is both clear and fair.
4. When we offer you advice this will always be based
upon your particular needs and circumstances

• W
 e’ll do our utmost to ensure we always have the
right staff in the right numbers available for you.
• We’ll constantly monitor our systems and
procedures to ensure we get things right first time
and deliver what we said we would.
2. Our policies and services are and will be specifically
designed to meet your needs
• W
 e’ll continually liaise with our insurers so we can
design, update and innovate to better serve you.
• We’ll always listen to you and fellow bikers to
ensure we are focused on what you want.

• W
 e will tailor our advice and ensure you have a
clear understanding of the policies and services
we offer.
• Our advice will include details of any particular
policy exclusions or limitations and be provided
before you commit to buying.
• If we are not offering advice to you we will make
this clear and give you sufficient information so
that you may select a policy which meets your
needs.
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5. We’ll always give you clear information which is free
of jargon and check you are happy that you have
understood that information
• W
 e’ll make sure our documentation and
communications are written in plain English
• We’ll take the time to regularly review our website
and documents to ensure they are clear and easy
to understand.
6. We’ll seek out and listen to bikers and drivers, and
make sure you’re kept in the loop on issues which
are important to you
• W
 e’ll use customer surveys to keep up to date with
your needs and listen to and act upon opinions of
the service we provide.
• We’ll continue to support, sponsor and attend bike
and car shows and work with motorcycle and car
clubs so that we understand the changing needs of
the biking and classic car community.

If unfortunately you feel our service has not met your
expectations then please bring it to our attention.
For Claims related complaints call 0800 298 5533
For any other complaint call 0800 298 5511
To write to us about any complaint contact:
Customer Relations Team
Carole Nash Insurance Consultants Ltd
Trafalgar House
110 Manchester Road
Altrincham
Cheshire
WA14 1NU
To email us about any complaint contact
customerelations@carolenash.com
If having contacted us you are still not satisfied you
may be entitled to refer the matter to the Financial
Ombudsman Service.

7. If we make a mistake we’ll hold our hands up,
apologise, correct it and take action to stop it
happening again
• W
 e’ll admit if we make a mistake and put it right as
soon as possible
• We’ll gather information from our systems to
identify when something has gone wrong and put
controls in place to reduce the risk of it happening
again
• If, after we’ve taken action, you are still unhappy
with our service, we’ll ask you make use of our
complaints procedure. This will let you fully express
your dissatisfaction so we have a full and proper
understanding of it. We will also clearly explain how
your complaint will be handled.
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Section 1
Motoring legal protection
The cover under this section is provided by the Insurer
described in your Legal Protection Summary.
Definitions which apply to this part of
the policy only
You, your
Any person named in your current Certificate of Motor
Insurance or any person authorised to drive or be a
passenger in or on the insured vehicle.
Insured vehicle
Your motor vehicle as described in your current
Certificate of Motor Insurance.
Period of insurance
The period shown in your current certificate of motor
insurance.
We, us, our
The Insurer described in your Legal Protection
Summary.
Legal representative
The solicitor, or other person appointed to represent
you and protect your interests.
Costs
Under this policy we will pay the following
• T he professional fees, and expenses reasonably and
properly charged by the legal representative, up to
the standard rates set by the courts.
• Your opponent’s costs which you are ordered to
pay by a court.
The most we will pay for all claims arising out of one
event is £100,000, or €100,000 if you are resident in
the Republic of Ireland.

Damages
Money that a court says your opponent must pay or
money your opponent agrees to pay to settle your
claim.
Conditional fee agreement
If you are resident in the United Kingdom, the
separate agreement between you and the legal
representative, as allowed by the Access to Justice Act
(1999), for paying his or her professional fees when
you claim damages.
Collective conditional fee agreement
If you are resident in the United Kingdom, the
separate agreement between the legal representative
and us, as allowed by the Access to Justice Act (1999),
for paying his or her professional fees when you claim
damages.
Small claims track limit
If you are resident in England or Wales, the most you
can claim in the small claims track of the County Court
in England and Wales.
Legal helpline
The cover under this section includes access to a Legal
Helpline for advice, 24 hours a day, 365 days a year,
on any personal legal matter. We may record the calls
to protect you.
Legal Helpline Tel. No. 0844 770 1054 if you are
resident in the United Kingdom or 0044 844 770
1054 if you are resident in the Republic of Ireland.
When you call Legal Helpline quote Carole Nash
Insurance Consultants Ltd and master policy number
10052. We will then ask you for a brief summary of
the problem and these details will be passed on to an
adviser who will return your call.

Motor prosecution defence

Territorial limit (Motor prosecution
defence and accident, loss recovery &
injury cover)
The territorial limit is Great Britain, Northern Ireland,
the Channel Islands, the Isle of Man, Andorra, Austria,
Belgium, Cyprus, the Czech Republic, Denmark,
Estonia, Finland, France, Germany, Gibraltar, Greece,
Hungary, Italy, Latvia, Liechtenstein, Lithuania,
Luxembourg, Malta, Monaco, the Netherlands,
Norway, Poland, Portugal, the Republic of Ireland, San
Marino, Slovakia, Slovenia, Spain, Sweden, Switzerland
and Turkey.

What we will cover
We will pay the costs of defending your legal rights
(including making an appeal against your conviction
or sentence) after any event which results in criminal
proceedings being brought against you for an offence
relating to you owning or using the insured vehicle.

Territorial limit (Motor contract
cover)
The territorial limit is Great Britain, Northern Ireland,
the Channel Islands and the Isle of Man, or the
Republic of Ireland if you are resident there.

What we will not cover
We will not provide cover for the following.

We will provide this cover as long as:
• t he event happened within the territorial limit and
within the period of insurance; and
• the claim will be decided by a court within the
territorial limit.

• p
 arking offences which you do not get points on
your licence for;
• driving while under the influence of drink or drugs;
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• d
 riving without insurance;
• any offence which would be covered under section
1 of your policy or where you qualify for legal aid;
• an allegation of intentional violence or dishonesty
or for anything that you have done deliberately or
recklessly;
• fines, penalties, or compensation orders; or
• applications for judicial review.

Motor contract cover
What we will cover
We will pay the costs of you taking or defending legal
action as a result of any action arising from a contract
you have to:
• b
 uy, hire or sell the insured vehicle or its spare parts
or accessories; or
• service, repair or test the insured vehicle.
We will provide this cover as long as:
• you entered into the contract within the territorial
limit;
• the dispute first arose within the period of
insurance;
• any legal action is brought within the territorial
limit; and
• after taking into account the view of your legal
representative, in our opinion you are more likely to
success than not recovering damages, defending
the legal action or settling the dispute in another
way.
What we will not cover
We will not provide cover for the following:
• t he first £100, or €150 if you are resident in the
Republic of Ireland, of every claim under this
section:
• any event which occurs within the first three
months of this policy, unless the claim is for new
goods or services bought after the start of this
policy:
• any contract where the amount in dispute is less
than:
• £1,000, or e1,500 if you are resident in the
Republic of Ireland, for buying, selling or hiring the
insured vehicle; or
• £250, or e375 if you are resident in the Republic
of Ireland, for servicing, repairing or testing the
insured vehicle;
• a dispute over the amount of money or other
compensation due under an insurance policy;
• a dispute arising from an allegation of dishonesty
against you; or
• a dispute which arises following your deliberate
breach of a contract

Accident, loss recovery and
injury
What we will cover
We will pay the costs of you taking any legal action
as a result of any road accident which causes the
following.
• Y
 our death or bodily injury while you are in, on or
getting into, out of, onto or off the insured vehicle.
• Damage to the insured vehicle.
• Damage to property which you own or are legally
responsible for and which was in or on the insured
vehicle at the time of the accident.
We will provide this cover as long as:
• the road accident happened within the territorial
limit and within the period of insurance;
• the claim will be decided by a court within the
territorial limit;
• after taking into account the view of your legal
representative, in our opinion you are more likely to
success than not chance of recovering damages;
and
• you enter into a conditional fee agreement with
the legal representative or the legal representative
enters into a collective conditional fee agreement
with us, if the claim is going to be decided by a
court in England or Wales and the damages you
are claiming are above the small claims track limit.
What we will not cover
We will not provide cover for the following:
• a ny claim arising out of a contract you have with
another person or organisation; or
• a claim arising out of an event which is not covered
under your current motor insurance policy.

Section 2
United Kingdom, Republic
of Ireland and European
breakdown recovery
In the UK, homestart, roadside assistance and vehicle
recovery are provided by The Automobile Association
Limited (The AA) and onward travel and European
Breakdown are underwritten by Acromas Insurance
Company Limited. In Republic of Ireland, all cover is
provided by AA Ireland Limited.
Definitions which apply to this part of
the policy only
Breakdown
Where the insured vehicle cannot be driven due to an
electrical or mechanical fault, the theft or loss of keys,
a flat tyre, or running out of fuel.
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Insured Vehicle
Your motor vehicle as described in your current
certificate of motor insurance.

and pay for one of the following:
1a Onward travel
We will arrange and pay for the insured vehicle, you
and up to six passengers to continue with your journey
to your destination, or to return home;

The insured vehicle must be no more than:
• 3.5 tonnes when fully loaded;
• 5.5 metres (18 feet) long; or
• 2.3 metres (7 feet 6 inches) wide.
This also includes any trailer attached to your motor
vehicle (as long as it is no longer than 7.6 metres (25
feet) long, including the towbar).
Period of insurance
The period shown in your current certificate of motor
insurance.
Territorial limit
The territorial limit for United Kingdom and Republic
of Ireland assistance is Great Britain, Northern Ireland,
the Channel Islands, the Isle of Man and the Republic
of Ireland.
The territorial limit for European Assistance is Andorra,
Austria, Belgium, Cyprus, the Czech Republic,
Denmark, Estonia, Finland, France, Germany, Gibraltar,
Greece, Hungary, Italy, Latvia, Liechtenstein, Lithuania,
Luxembourg, Malta, Monaco, the Netherlands, Norway,
Poland, Portugal, San Marino, Slovakia, Slovenia, Spain,
Sweden, Switzerland and Turkey.
We, us, our
In the UK, The AA, who provide homestart, roadside
assistance and vehicle recovery and Acromas
Insurance Company Limited, who are the insurers
for onward travel and European Breakdown. In the
Republic of Ireland, AA Ireland.

1b Hotel accommodation
If you are more than 50 miles from your home
address, we will pay for the cost of bed and breakfast
for you and up to six passengers for one night. The
most we will pay is £50 a person, or €75 a person if
you are resident in the Republic of Ireland. You must
pay for any extra hotel costs; or
1c Car hire
We will arrange and pay for a hire car, up to 1600cc,
for up to 24 hours. You must have a valid driving
licence with you, and pay a deposit to the hire-car
company by debit or credit card, to cover the cost of
the fuel you use, insurance and any extra days’ hire.
We will provide car hire as long as you are between
25 and 65 years old. We will try to arrange something
for you if you are under 25 or over 65, but we cannot
guarantee that we will be able to help. You might not
be able to get a hire car if you have endorsements on
your driving licence.
Where we arrange vehicle hire for you, you must
comply with the hire company’s terms and conditions.
We will choose the most appropriate solution from
the options above.

You, your
The person named in your current certificate of motor
insurance and any person authorised to drive or be a
passenger in or on the insured vehicle.

United Kingdom and Republic
of Ireland assistance
What we will cover
1 Home and roadside assistance
We will come out to the insured vehicle if you cannot
drive it after a breakdown, an accident or an act of
vandalism involving the insured vehicle within the
territorial limit and within the period of insurance.
We will try to repair the insured vehicle at the
roadside. The repair work will be free of charge, for up
to one hour, but you must pay the cost of any parts, fuel
or other supplies used to repair the insured vehicle.
If we cannot repair the insured vehicle at the roadside
and it cannot be repaired the same day at a local
garage after being recovered by us, we will arrange

If we have to make a forced entry to the insured
vehicle because you are locked out or have lost your
keys, you must sign a declaration, saying that you will
be responsible for the damage.
2 Storage
If the insured vehicle has to be stored after we have
recovered it, we will pay for the cost of storing the
insured vehicle. The most we will pay is £50, or €75 if
you are resident in the Republic of Ireland.
3 Medical assistance
If you have to go into hospital after an accident
involving the insured vehicle, within the territorial limit
and within the period of insurance and are more than
20 miles from your home, we will pay for one night’s
bed and breakfast in a hotel we choose, for your
passenger(s). The most we will pay is £100 a person,
or €150 a person if you are resident in the Republic
of Ireland. You must pay for any extra hotel costs. We
will also arrange for an ambulance to take you to a
hospital near your home if medically necessary, but
the maximum that we will pay is a total of £300, or
€450 if you are resident in the Republic of Ireland. A
doctor must give permission before we do this.
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4 Replacement driver
If, following an accident or a breakdown involving
the insured vehicle, you are the only driver and
cannot drive because you are ill or injured within the
territorial limit and within the period of insurance, we
can arrange and pay for a replacement driver to take
you, the insured vehicle and your passenger(s) to your
home address within the territorial limit.
5 Message service
We can get a message to a person you have chosen,
if your journey has been delayed as a result of a
breakdown, an accident or an act of vandalism
involving the insured vehicle within the territorial limit
and within the period of insurance.
6 Claims
We will cover you for up to four claims in any 12
month period.
Once the maximum number of claims has been
reached, a referral service will be offered to assist.
All costs will be charged to you.

European assistance
We will provide cover under this section as long as you
are not travelling outside the United Kingdom or the
Republic of Ireland for more than 91 days at a time.
The most we will pay for all claims arising out of
one event under this European assistance Section is
£2,500, or €3,750 if you are resident in the Republic
of Ireland, subject to the terms and conditions of this
policy.
1 Roadside assistance and recovery
We will come out to the insured vehicle if you cannot
drive it after a breakdown, an accident or an act of
vandalism involving the insured vehicle within the
territorial limit and within the period of insurance.
If the insured vehicle can be repaired at the roadside,
the repair work will be free of charge, for up to one
hour, but you must pay the cost of any parts, fuel or
other supplies used to repair the insured vehicle.
If the insured vehicle cannot be repaired at the
roadside, we will arrange and pay for it to be taken to
the nearest repairer for it to be repaired at your cost.
If you have a problem involving the insured vehicle
on a motorway outside the United Kingdom or the
Republic of Ireland, you will have to use a roadside
telephone. You will be connected to the authorised
motorway service, not our control centre. You may
have to pay for the cost of labour and towing the
insured vehicle on the spot, but you can claim these
costs back from us when you get home by calling us
on 0800 093 5318 if you are in the United Kingdom or
01 649 7414 if you are in the Republic of Ireland.

2 Vehicle repatriation
If the insured vehicle cannot be repaired within the
territorial limits of this section, or by the time you
have to get home, we will arrange and pay for it to be
taken to the nearest garage or to your home address
in the United Kingdom, or the Republic of Ireland if
you are resident there.
You must give us a signed list of any items which are
left in, or on, the insured vehicle before we arrange to
have it taken to the nearest garage or to your home
address. We will not be responsible for the loss of, or
damage to, any items which are not on this list.
We will only repatriate your insured vehicle to the
United Kingdom, or the Republic of Ireland if you
are resident there, if we believe the cost of doing so
would be less than the market value of the insured
vehicle in the United Kingdom, or the Republic of
Ireland if you are resident there, following the loss or
damage.
3 Storage
If the insured vehicle has to be stored whilst you are
waiting for it to be recovered or taken back by us to
the United Kingdom, or the Republic of Ireland if you
are resident there, we will pay for the cost of storing
the insured vehicle. The most we will pay is £100, or
€150 if you are resident in the Republic of Ireland.
4 Onward travel and accommodation
If the insured vehicle cannot be repaired the same day
as being recovered by us, we will arrange and pay for
one of the following:
• U
 p to three nights bed and breakfast
accommodation for you and up to six passengers.
The most we will pay is £50 a night, or €150
a night if you are resident in the Republic of
Ireland, for each person, provided your original
accommodation has been pre-paid and you cannot
get your money back;
• You must pay for any extra hotel costs;
• A hire car, up to 1600cc, for up to 14 days, so
you can carry on with your journey, as long as the
insured vehicle has been recovered by us. You must
have a valid driving licence, and pay a deposit to
the car-hire company by debit or credit card, to
pay for the fuel you use, insurance and any extra
days’ hire. We cannot guarantee that a vehicle
with accessories like roof racks and tow bars will
be available. You might not be able to get a hire
car if you have endorsements on your driving
licence. We will provide this cover as long as you
are between 25 and 65 years old. (We will try to
arrange something for you if you are under 25 or
over 65, but we cannot guarantee that we will be
able to help); or
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• A
 standard-class rail ticket for you and up to six
passengers, so you can carry on with your journey,
or to get you home.
We will choose the most appropriate action from the
options above.
5 Replacement driver
If, following an accident or breakdown involving the
insured vehicle, you are the only driver and cannot
drive because you are ill or injured within the territorial
limit and within the period of insurance, we can
arrange and pay for a replacement driver to take you,
the insured vehicle and your passenger(s) to your
home address in the United Kingdom, or the Republic
of Ireland if you are resident there.
6 Message service
We can get a message to a person you have chosen,
if your journey has been delayed as a result of a
breakdown, an accident or an act of vandalism
involving the insured vehicle within the territorial limit
and within the period of insurance.
7 Parts delivery
If the parts needed to repair the insured vehicle are
not available locally, we will arrange and pay for these
parts to be delivered.
8 Claims
We shall not be responsible for more than four claims
under this section of the policy during any 12 month
period. Once the maximum number of claims has
been reached, a referral service will be offered to
assist. All costs will be charged to you.
What we will not cover
We will not provide cover under the UK Assistance
or European Assistance sections of this policy for the
following:
• A
 ny costs we have not agreed to.
• Any costs you would normally have to pay, such as
petrol and toll charges.
• Any insured vehicle which is not kept in a
good mechanical and roadworthy condition,
or serviced according to the manufacturer’s
recommendations.
• Where the insured vehicle which is involved in a
breakdown, accident or act of vandalism has no
current MOT certificate or European equivalent (if
one is needed) and no valid road fund licence disc
on display.
• Where the insured vehicle which is involved in a
breakdown, accident or act of vandalism was being
used for any criminal act.
• Where the insured vehicle which is involved in a
breakdown, accident or act of vandalism was being
driven whilst under the influence of or was in any
other way being used in connection with alcohol,

drugs or solvent abuse.
• W
 here you call us out following a breakdown or
accident for a problem which you have called
us about before, but which you have not, in our
opinion, tried to get fixed since the last time you
called us out.
• Any insured vehicle we cannot recover because of
bad weather conditions, like floods, snow or high
winds, or because the insured vehicle is stuck in
sand or mud. If specialist equipment is needed to
recover the insured vehicle, you will have to pay the
extra cost.
• Any release fees you have to pay if the insured
vehicle is stolen and recovered by the police or
Garda.
• Any loss or damage to the insured vehicle and its
accessories which is the result of the breakdown,
accident or act of vandalism.
• Mobile phone and telephone call costs – mobile
phones are convenient but expensive. Even if you
ask someone to call you back on your mobile,
you may still have to pay for the call. These
costs are not covered under your policy in any
circumstances.
• The cost of repairs to the insured vehicle when
your vehicle is repaired in any garage to which it is
taken. We cannot give any guarantee or warranty
in respect of the quality of the repairs carried out
to the insured vehicle. If you have any concerns
about the quality of the repairs you must take
them up directly with the garage responsible.
• The cost of the recovery or repair vehicle coming
out to you if, after requesting assistance to which
you are entitled, the insured vehicle is moved,
recovered or repaired by any other means.
• Where the insured vehicle was being used for
racing, rallies or competitions at the time of the
incident giving rise to the claim.
What to do if you have an accident or a
breakdown
• In the United Kingdom, call us on
0800 093 5318.
• In the Republic of Ireland, call us on
01 649 7414.
• Outside the United Kingdom and Republic of
Ireland, call us on 0033 4 72 17 25 46.
• Our operator will ask you for the following:
• Where you are.
• Your insured vehicle registration number.
• The make and colour of the insured vehicle.
• A telephone number we can contact you on.
• Details of what has happened.
• Do not make your own arrangements.
• You and any passenger(s) must be with the insured
vehicle when the repair or recovery vehicle arrives,
unless you have made other arrangements with us.
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• If you have a problem on a motorway outside the
United Kingdom or the Republic of Ireland, you
will have to use a roadside telephone. You will be
connected to the authorised motorway service,
not our control centre. Once you reach a place of
safety, you must call our control centre on
0033 4 72 17 25 46. You may have to pay for the
cost of labour and towing the insured vehicle on
the spot, but subject to the limits applicable to
this section you can claim these costs back from
us when you get home by calling us on 0800 093
5318 in the United Kingdom or 01 649 7414 in the
Republic of Ireland.

Additional general
exceptions that apply to
section 1 only
1 We will not provide cover for the
following
• Any claim directly or indirectly caused by or
resulting from any equipment (whoever owns it)
failing to recognise, interpret, or deal with any date
change.
• Any costs covered by any other insurance policy.
• Disputes between you and us, except disputes which
can be dealt with under condition 2 of this policy.
2 We will not provide cover for the
following
• Costs we have not agreed to in writing.
• Costs you have paid directly to the legal
representative or any other person without our
permission.
• Any VAT you can get back from elsewhere.
• Costs which are disproportionate to the financial
benefit that would be gained from the legal action.

Conditions that apply
to all of this policy
1 General
We will only give you the cover that is described in this
policy if any person claiming has met with all its terms
and conditions.

Additional conditions that
apply to section 1 only
2 Disputes
If we accept your claim under sections 1 or 2 of this
policy but we and you cannot agree the amount we
should pay, we will pass the matter to an arbitrator to
decide. The arbitrator is an independent person who
we and you will appoint in line with the law in force
at the time. You cannot take legal action against us

before the arbitrator makes a decision.
3 Cancellation
If you want to cancel your policy after the 14-day
period (in condition 6 Cancelling your cover in the
Conditions that apply to all of this policy), no refund of
premium will be given.
4 You must do the following
• Give us written details of your claim and any other
supporting information we ask for.
• Make your claim under this section of your policy
within six months of the event which caused the
dispute.
• Follow the legal representative’s advice and provide
any information he or she asks for.
• Do everything you can to get costs back and pay
them to us.
• Get our written permission before you make an
appeal.
• Make sure that the legal representative keeps to all
parts of condition 5.
5 Your legal representative must do the
following
• Get our written permission before instructing a
barrister or expert witness.
• Tell us if, at any stage, the view of your legal
representative is that you are not likely to have a
successful defence, get damages back or get any
other solution.
• Tell us straight away if the other party makes
a payment into court or any offer to settle the
matter.
• Tell us the result of the claim when it is finished.
• Enter into a conditional fee agreement with you or
a collective conditional fee agreement with us, if a
claim under the accident loss recovery and injury
part of this section will be decided by a court in
England or Wales and the amount of damages you
are claiming is above the small claims track limit.
6 We will have the right to do the
following
• Take over and deal with (in your name) any claim or
proceedings.
• Settle a claim by paying the amount in dispute.
• Appoint the legal representative for you and in your
name.
• Have any legal bill audited or assessed.
• Contact the legal representative at any time, and
have access to all statements, pleadings, opinions
and reports relating to the claim.
• End your cover for a claim if, during the course of
the claim, we think there is no longer a reasonable
chance of success. If you continue the claim and
get a better settlement than we expected, we will
pay your reasonable costs which you cannot get
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back from anywhere else.
• A
 t the end of the claim, settle the costs covered by
this policy if there is no other way of getting those
costs back.
7 Your agreements with others
We do not have to keep to any agreement between
you and the legal representative or you and any other
person or organisation.
8 Choosing the legal representative
When you need to start legal proceedings you can
choose the legal representative. You must send his
or her name and address to us. If we do not agree
with your choice, we will settle the matter using the
procedure in condition 2 Disputes in the conditions
which only apply to section 1. The procedure set out
in this condition does not apply if the dispute is over
a decision made by the legal representative not to
enter into a conditional fee agreement with you or a
collective conditional fee agreement with us.
When you are choosing the legal representative, you
must remember that it is your responsibility to keep the
cost of any claim or legal proceedings as low as possible.

Additional conditions that
apply to section 2 only
9 Authorisation
Under Section 2 of this policy, should you be unwilling
to accept our decision or that of our agents, on the
most suitable form of assistance to be provided,
we will pay no more than £100, or €150 if you are
resident in the Republic of Ireland, for any one
breakdown towards your preferred form of assistance.

Making a claim under
section 1

Our customer-care
policy

Please refer to the section ‘How to make a claim’ in
your Legal Protection Summary.

Step 1
We are committed to treating our customers fairly.
However, we realise that there may be times when
things go wrong. If this happens, please use the most
suitable contact from the following list. Please tell us
your name, broker reference and your claim number
or policy number and the reason for your complaint.
We may record phone calls.

Making a claim under
section 2
What to do if you have an accident or a
breakdown
• In the United Kingdom, call us on
0800 093 5318.
• In the Republic of Ireland, call us on
01 649 7414.
• Outside the United Kingdom and Republic of
Ireland, call us on 0033 4 72 17 25 46.
• Our operator will ask you for the following:
• Where you are.
• Your insured vehicle registration number.
• The make and colour of the insured vehicle.
• A telephone number we can contact you on.
• Details of what has happened.
• Do not make your own arrangements.
• You and any passenger(s) must be with the insured
vehicle when the repair or recovery vehicle arrives,
unless you have made other arrangements with us.
• If you have a problem on a motorway outside the
United Kingdom or the Republic of Ireland, you
will have to use a roadside telephone. You will be
connected to the authorised motorway service,
not our control centre. Once you reach a place of
safety, you must call our control centre on
0033 4 72 17 25 46. You may have to pay for the
cost of labour and towing the insured vehicle on
the spot, but subject to the limits applicable to this
section you can claim these costs back from us
when you get home by calling us on
0800 093 5318.

If you are resident in the United Kingdom, their
address is:

If you are unhappy with the service you have received
or have cause for complaint, please contact:
For claims related complaints, call the Claims Dept
on 0800 298 5533 in the UK or 1800 930 803 in the
Republic of Ireland

Phone: 0845 080 1800
You can visit the Financial Ombudsman Service
website at www.fos.org.uk
The ombudsman’s service is available to personal
policyholders. Their service is also open to charities,
trustees and small businesses with income or assets
within defined limits. You can get more information
from us or the ombudsman.
If you take any of the action mentioned above, it will
not affect your right to take legal action.

For any other type of complaint, call the Customer
Services Dept on 0800 298 5511 in the UK or
1800 298 551 in the Republic of Ireland.

If you are resident in the Republic of Ireland, their
address is:

In writing for the UK or Republic of Ireland:

The Financial Services Ombudsman Bureau
3rd Floor
Lincoln House
Lincoln Place
Dublin 2.

Customer Relations Team
Carole Nash Insurance Consutants Ltd
Trafalgar House
110 Manchester Road
Altrincham
Cheshire
WA14 1NU
UK.

Phone: 1890 88 20 90
You can visit the Financial Ombudsman Service
website at www.financialombudsman.ie

Step 2
If you are not happy with our response to your
complaint under section 1 (Motoring legal protection),
please refer to the section ‘How to make a complaint’
in your Legal Protection Summary.
If you are not happy with our response to your
complaint under section 2 (United Kingdom, Republic
of Ireland and European breakdown recovery), please
write to:
Carole Nash Assistance
AA, Lambert House
Stockport Road,
Cheadle
Cheshire
SK8 2DY

If you take any of the action mentioned above, it will
not affect your right in Irish law to take legal action,
and you are free at any time to seek legal advise and
to take legal action.
Financial Services Authority
We and Carole Nash Insurance Consutants Ltd are
authorised and regulated by the Financial Services
Authority. You can check their website (www.fsa.
gov.uk), which includes a register of all the firms they
regulate. Or you can phone them on 0845 606 1234
in the United Kingdom or 0044 845 606 1234 in the
Republic of Ireland.
Financial Services Compensation Scheme
We and Carole Nash Insurance Consutants Ltd are
covered by the Financial Services Compensation
Scheme (FSCS).

Phone: 0845 607 6727
E-mail: CustomerSupport@theAA.com
Step 3
Financial Ombudsman Service
If you are still not happy with our final decision, you
may be able to pass your complaint to the Financial
Ombudsman Service (FOS). The FOS is an independent
organisation and will review your case.
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The Financial Ombudsman Service
South Quay Plaza
183 Marsh Wall
London
E14 9SR.

If we fail to carry out our responsibilities under this
policy, you may be entitled to compensation from the
Financial Services Compensation Scheme. Information
about the scheme is available at www.fscs.org.uk or
by phone on 020 7892 7300 in the United Kingdom
or 0044 20 7892 7300 in the Republic of Ireland.
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In the event of a breakdown or accident, please call
one of the following:
In the UK call
0800 093 5318
In Ireland call
01 649 7414
In the rest of Europe call
0033 4 72 17 25 46
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Carole Nash Insurance Consultants Limited
UK: Trafalgar House, 110 Manchester Road, Altrincham, Cheshire, WA14 1NU.
Monday - Friday 8.00am - 8.00pm, Saturday 9.00am - 5.00pm, Sunday 10.00am - 4.00pm.
Tel: 0800 298 5511 Fax: 0161 927 2404 Email: bikes@carolenash.com Web: www.carolenash.com
Ireland: 1 Grants Row, Lr. Mount Street, Dublin 2.
Monday - Friday 9.00am - 5.30pm, Saturday 9.00am - 1.00pm.
Tel: 1800 298 551 Fax: 01 636 9199 Email: emerald@carolenash.com Web: www.carolenash.ie
Carole Nash is a trading style of Carole Nash Insurance Consultants Ltd registered in England and Wales No 2600841.
Carole Nash Insurance Consultants Ltd is authorised and regulated by the UK Financial Services Authority.
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