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Our Commitment to Service -
If you have a complaint

Complaints
If at any time you have a complaint about the services that we provide for you, then
you should contact:

Towergate Bakers,

3rd Floor, The Quadrangle,
Imperial Square,
Cheltenham,

Glos,

GL50 1PZ.

Telephone: 01242 528844
Facsimilie: 01242 253990

We take all complaints we receive seriously and will handle any complaint promptly
and fairly. If you make a complaint, we will acknowledge it promptly, explain how we
will handle your complaint, tell you what you need to do, and how your complaint is
progressing.

Full details of our complaints procedure are available on request. We will record and
analyse your comments to make sure we continually improve the service we offer. If
you are still not happy with the outcome of your complaint you may be eligible to
refer your complaint to:

The Chief Executive
Norwich Union Insurance
8 Surrey Street

Norwich

NR1 3NG

Telephone: 01603 622200
Facsimile: 01603 683659

If you are still not happy with the outcome of your complaint you may be eligible to
refer your complaint to:

The Financial Ombudsman Service (FOS)
South Quay Plaza

183 Marsh Wall

London

E14 9SR

Telephone: Helpline 0845 080 1800
Telephone Switchboard: 0207 964 1000
Website: www.financial-ombudsman.org.uk

Note that the FOS will only consider your complaint if you have given us the
opportunity to resolve it. If, however, we do not resolve your complaint within 40
working days, the FOS will accept a direct referral.

Definition of an Eligible Complainant

An eligible complainant is either a private individual, a business with a group annual
turnover of less than £1 million, a charity with an annual income of less that £1
million or a trustee of a trust with a net asset value of less than £1 million at the time
of the complaint.

Compensation
We are covered by the Financial Services Compensation Scheme. You may be entitled
to compensation from the scheme if we cannot meet our obligations. This depends
on the type of business and the circumstances of the claim.

Where the claim is in respect of a liability subject to compulsory Insurance: 100% of

How to use your Economy
Caravan Policy

Your Policy and the Cover it provides

Towergate Bakers is pleased to welcome You as a policyholder. The policy booklet
gives details of all the cover available, the Schedule which is enclosed makes the
document particular to You and shows which sections of the Policy apply to You and
also the amount of cover provided. You will not be covered under any section that
has not been requested and paid for by You. However, You may apply to alter Your
cover at any time in the light of changing circumstances.

You should read this document carefully and keep it in a safe place. If You are unsure
on any point You should contact Towergate Bakers immediately. If You have a
complaint please refer to page 2.

Your Cancellation Rights

You have the right to cancel Your Policy during a period of 14 days after the later of
the day of purchase of the contract or the day on which You receive Your policy
documentation.

If You wish to do so, and the insurance cover has not yet commenced, You will be
entitled to a full refund of the premium paid.

Alternatively, if You wish to do so, and if the insurance cover has already
commenced, You will be entitled to a refund of the premium paid, subject to a
deduction for the time for which You have been covered. This will be calculated on a
pro-rata basis for the period in which You received cover and will include an
additional charge to cover the administrative cost of providing the Policy.

To exercise Your right to cancel Your Policy, please contact Towergate Bakers, The
Quadrangle, Imperial Square, Cheltenham, GL50 1PZ.

If You do not exercise Your right to cancel Your Policy, it will continue in force for
the terms of the Policy and You will be required to pay the premium as stated.

Changes in your Circumstances

Your Policy has been issued on the basis of the information which You have given Us
about yourself and Your caravan. You must tell Us immediately of any changes to
this information including, of course, any change of address.

You must also notify Us if:

a) You or anyone living with You is declared bankrupt or convicted of arson,
fraud, forgery, theft, robbery or handling of stolen goods.



b) if You change the Caravan or make alternative storage arrangements.

Policy Limitations
Your cover is subject to certain conditions and exclusions as shown on pages 13-16.

Making a Claim
To make a claim, check Your Policy Schedule to make sure You have the appropriate
cover. Then follow the instructions on How to Claim (Page 13).

You should ask Towergate Bakers for a claim form and let them have as much
information a possible to help Us deal with Your claim quickly and fairly.

Finally, do not hesitate to ask for advice; We will be pleased to help You.
Telephone 01242 528844.

Definition of Words

Certain words have special meanings which apply wherever they appear in this Policy
or Your Schedule. To help You identify these words they always appear in bold type
in the Policy.

These words and their meanings are shown below.
1 You/Your means the person or persons named as the Insured in the Schedule.

2 We/Our/Us means a consortium of leading UK insurers whose proportionate
liability is detailed in the policy schedule.

3 Period of Insurance means the duration of this Policy as shown in the Schedule
and any further period for which We accept the premium.

4 Territorial Limits means Great Britain, Northern Ireland, the Republic of Ireland,
the Isle of Man or the Channel Islands, the continent of Europe, including transit
between any of their ports.

5 Caravan means any caravan or trailer tent and its manufacturer’s equipment,
details of which have been given to and accepted by Us.

6 Contents means property belonging to You/Your Family while in the Caravan
or in any private car which is towing the Caravan.

7  Excess means the first part of any claim for Damage for which You are
responsible. Any Sum Insured limit will apply after the Excess has been
deducted.

8 Damage/Damaged means loss or damage.
9  Sum Insured means the monetary amount shown against any item.

10 Costs means legal fees and other costs and expenses incurred with Our written
consent.

11 Family means Your spouse/partner, children, parents and other relatives and
friends.

12 Schedule means the latest schedule issued by Us as part of Your policy.

13 Approved Caravan Dealer means a dealer operating from a bona fide business
premises whose primary business is the buying, selling, servicing or repairing
of caravans.

Sé'c:tion A

Damage

If the Caravan or Contents are Damaged We will indemnify You by:
a) paying the cost of repair
or
b) paying the amount of the Damage
or

c) replacing the Caravan and Contents if they are Damaged beyond
economic repair.

We will decide whether a), b) or ¢) will apply.

We will not be liable for that part of any repair or replacement which improves the
Caravan beyond its condition before the Damage occurred.



Da mage = Continued

The maximum amount We will pay for all Damage to the Caravan and its Contents
will be either:

a) the market value of the Caravan and the Contents or
b) the Sum Insured as specified in the Schedule whichever is the less.

Repairs

You may arrange to have work started on any reasonable repairs, after Damage has
occurred. At the same time, Towergate Bakers must be told of the Damage and be
given a detailed estimate of the repair costs.

Recovery and Re-delivery

If the Caravan is disabled because of Damage insured by the policy, We will pay the
reasonable cost of protection and removal of the Caravan to the nearest suitable
repairer and returning it after repair to Your address in Great Britain, Northern Ireland
or the Isle of Man.

Hire Purchase and Leasing

If the Caravan is the subject of a hire purchase or leasing agreement, payment for
the total loss or destruction of the Caravan will normally be made to the legal owner
of the Caravan, where known by Us.

Loss of Use and Hiring Charges
In the event of the Caravan being rendered unusable following a claim for Damage
insured under this Policy We will pay:

a) for holidays booked prior to the accident expenses reasonably incurred for
the hire of another caravan or alternative accommodation.

b) for loss of hiring charges or bookings accepted prior to the Damage for any
period that the Caravan is rendered uninhabitable by such Damage. We
will pay up to 3% of the Sum Insured for each complete week of lost use
and pro rata for shorter periods subject to a maximum of 9% of the Sum
Insured in any Period of Insurance.

You must maintain a record of all hirings, agreed hiring charges and deposits paid.

Obsolete Parts

Where a claim results in the Caravan needing new parts or accessories which are
found to be obsolete or unobtainable Our liability will be limited to the last known
list price of the part or accessory required, together with appropriate fitting charge.

Matching Parts

We will not pay the cost of replacing any undamaged item or part of any item solely
because it forms part of a set, suite or one of a number of items of similar nature,
colour or design.

New Caravan Replacement
If the Caravan is Damaged beyond economic repair within twelve months of its
purchase as new We will pay the cost of replacing it with a new one of similar make
and model subject to availability and subject to the limit of the Sum Insured shown
in the Schedule.

Agreed Value

If the Caravan is Damaged beyond economic repair within twelve months of its
purchase by You from an Approved Caravan Dealer, We will pay the purchase
price subject to the limit of the Sum Insured shown in the Schedule and the sight of
the original purchase invoice from the supplying Approved Caravan Dealer.

Exclusions
This section does not insure:

1) The Excess shown in the Schedule.

2) Depreciation, weathering, wear and tear, mechanical or electrical failures or
breakages or the effects of mildew, moth or vermin.

3) Damage to tyres by punctures, cuts, bursts, or braking.

4) Damage occurring while the Caravan is hired out by You to any person for
reward unless the hiring is confined to a fixed site.

5) Loss or destruction of cash, bank notes, coins, stamps or stamp collections,
securities for money, deeds, bonds, bills of exchange, promissory notes or
any other documents of value.

6) Damage to jewellery, watches, gold and silver articles, cameras, furs, pedal
cycles and any other articles of a valuable or exceptional nature.

7) Damage to Contents by theft or attempted theft while the Caravan is left
unattended without being closed and locked.



Sub-section 1 Indemnity to the Insured
If You or Your Family are legally liable for Indemnity to causing:

death, bodily injury or illness to any person,
or
accidental damage to their property;

happening during the Period of Insurance and arising from any accident involving
the Caravan.

We will pay:
a) Damages or compensation to that person for the injury or damage caused
b) Their legal costs to claim compensation from You
) Your Costs for defending the claim.

The maximum amount We will pay for any claim or claims arising from one event is
£2,000,000.

In addition We will pay:
a) Costs

b) In relation to any event that may be covered by this Section the Solicitor’s
fees incurred:

i) atany coroner’s inquest
i) atany fatal inquiry

iii) for defending in any Court of Summary Jurisdiction provided Our written
consent has been obtained.

Sub-section 2 Indemnity to Other Persons
We will also indemnify in the terms of this Section any person to whom the Caravan

is lent, other than for hire and reward.

Sub-section 3 Legal Personal Representatives
If any person insured under this Section of the Policy dies, the personal representative
will be entitled to the cover provided by this Section for any claim made.

Exclusions
We will not pay for:

a)

b)

Q)

liability arising in connection with any vehicle being used for towing the
Caravan

liability arising from the Caravan being used for any trade or business
purpose

for damage to property owned by or in the custody or control of You, Your
Family, or any person to whom the Caravan is lent

liability for any person other than You or Your Family, unless the person
seeking the benefit of the cover:

i) observes the terms and conditions of this Policy and
ii) is not entitled to cover under any other policy
Liability for death, bodily injury or illness to:

i) You or Your Family.

i) any employee of You, Your Family, or any person to whom the
Caravan is lent.
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Continental Use

Emergency Assistance

This section provides Caravan accident cover for the Territorial

Limits of the Policy excluding Great Britain, Northern Ireland, the Channel

Islands and the Isle of Man, although the Caravan accident service will be provided if
You are en route to or from a port immediately prior to or subsequent to travelling
abroad.

If Your Caravan is disabled as a result of an accident covered under Section 1 of
Your Policy whilst being towed.

The RAC will arrange for the following at no additional cost:

e emergency roadside assistance up to a maximum of £175 (not including the cost
of any parts). If Your Caravan cannot be repaired immediately it will be taken to
a nearby garage where You can arrange for repairs to be made.

This facility may also be provided:

e if Your Caravan is stolen or involved in an accident up to 7 days prior to
departure and cannot be repaired or recovered in time.

e repatriation of the Caravan to Your home address, an Accident Repair
Centre or Your nominated repairer in Great Britain, Northern Ireland, the
Channel Islands or the Isle of man, if Your Caravan cannot be repaired
before the end of Your holiday period, subject to the cost of the repatriation
not exceeding the market value of Your Caravan.

The RAC may, at its discretion, offer You or any permitted driver:

e overnight accommodation expenses for the driver and passengers up to £25 per
person per day, subject to an overall maximum of £400 in total. This does not
include, however, the cost of meals or drinks.

Accident assistance will not cover:

e the cost of any ferry crossings or toll charges (these are covered by Your Policy —
not the RAC)

e the cost of recovery of Your Caravan if it is stuck in water, a bog, a ditch or on a
beach or if it has been overturned unless this forms part of Your insurance claim.

e the repair or recovery of Your Caravan if it broke down at the premises of a
motor trader

e the cost of spares, keys or other materials and garage labour

e the carriage of any livestock which require special transportation facilities

e any Caravan which is over 7 metres in body length

e any Caravan which cannot be recovered by normal trailers or transporters.

In providing Caravan accident assistance RAC employees and contractors will use
reasonable care and skill when providing the service. The RAC can, however, cancel
services or refuse to provide them if, in their opinion the demands made are
excessive, unreasonable or impracticable.

Telephone Numbers
If You are unfortunate enough to require Caravan Accident Assistance, please use
these telephone numbers:

Calls from the Republic of Ireland 01800 535 005

Calls from France and Monaco 0800 290112

Calls from the rest of Europe +(33) 472 435 255

+ indicates that You should precede the number with the access code from the
country in which You are telephoning.

Access Codes
7 omit 33  Andorra

00 Austria, Belgium, *Bulgaria, *Croatia, Czech Republic, Denmark,
Finland,Germany, Gibralta, Greece, Hungary, Italy, Liechtenstein,
Luxembourg, Malta, *Morocco, Netherlands, Norway, Poland, Portugal,
*Romania, San Marino, Slovakia, Sweden, Switzerland, *Tunisia, *Turkey,

Vatican City
07 Spain
99 *Slovenia (availability of service is subject to prevailing conditions)

*Israel No number
Iceland No number

*Caravan accident cover will only apply if You have been issued with an International
Motor Insurance Card (Green Card).

1



Continental Use — continued

The RAC do not currently operate in Israel and Iceland. In these countries You are
advised to pay for the services yourself.

On Your return to the UK You should claim for the costs by sending receipts to the
RAC. Costs that can be claimed will only be those covered by Continental Caravan
accident cover and will not include the cost of spare parts etc.

If You have any difficulty using these services, operated for Us by RAC, or require
further assistance please call the following UK number: +441 590 690 222.

Import Duty

We will indemnify You against liability for enforced payment of customs duty
following temporary importation of the Caravan if You are unable to return the
Caravan to the United Kingdom because of Damage covered by Section A of
this Policy.
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Policy Conditions

Effect of Conditions on Right to Benefit
The right to receive the benefit of this insurance is conditional upon any person
seeking benefit observing and being subject to the terms and conditions of
this Policy.

Company'’s Control of Claims
We are entitled to:

a) Receive all necessary information and assistance from You and from any
other person seeking benefit under this Policy

b) Take over and conduct in Your name, or any person seeking benefit under
this Policy, the defence or settlement of any claim

c) Take proceedings at Our own expense and for Our own benefit, but in Your
name or any other person who is claiming or has received benefit, to recover
any payment made or due under this Policy.

Care of Property
The property insured must be maintained in sound condition and all reasonable
precautions taken to prevent and minimise any claims.

Change in Circumstances

You must inform Towergate Bakers as soon Change in as reasonably possible, of
any change in the Circumstances information You have provided

to them about Your Caravan or Yourself which may affect the insurance
cover provided.

If You are in doubt whether to notify Towergate Bakers of a change, You should
contact them with full details.

If You fail to tell Towergate Bakers of any change in circumstances You may not
be covered in the event of a claim.

How to Claim

Any event which might become a claim under How to Claim this Policy must be
reported to Towergate Bakers as soon as possible. This may affect Your No
Claims Discount entitlement. A written statement of the claim will be required,
and a claim form will be provided on request. Supporting documentation
(estimates, bills and the like) must also be sent to Towergate Bakers.

The Police must be informed of any theft, attempted theft or Damage caused by
malicious persons or vandals.

If any person is claiming against You and Your Family, every letter, claim, write
or other document should not be answered, but must be sent to Towergate
Bakers without delay. You and Your Family, must not attempt to negotiate any
claim nor admit or repudiate any claim without their consent.
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POIicy Conditions — Continued

6 Other Insurance
If when any claim arises there is any other Insurance in force covering the same
matter, We will only pay Our rateable proportion.

7 Arbitration
Where We have accepted a claim, but there is Arbitration disagreement over the
amount payable, the dispute will be referred to an arbitrator appointed as the
law requires. When this happens legal proceedings cannot be started against Us
until the arbitrator has made an award.

8 Fraud
If a claim is fraudulent in any respect, all benefit Fraud under this Policy will
be forfeited.

9 Cancellation
We may cancel this Policy by sending fourteen Cancellation days notice by Post
Office Recorded Delivery letter to Your last known address. You will then be
entitled to a proportionate refund of premium.

You may cancel this Policy by sending written notice to Towergate Bakers.

If you cancel the policy short period rates will apply to any mid term cancellation,
other than for reasons of sale of property or death of insured.

The rates are:

Up to 2 months from inception or renewal: 25% of annual premium
Up to 3 months from inception or renewal: 35% of annual premium
Up to 4 months from inception or renewal: 40% of annual premium
Up to 5 months from inception or renewal: 50% of annual premium
Up to 6 months from inception or renewal: 60% of annual premium
Up to 7 months from inception or renewal: 65% of annual premium
Up to 8 months from inception or renewal: 75% of annual premium
After 8 months from inception or renewal: Nil return.

In the event of a claim no return will be given.

10 Wheelclamp
We will not pay for damage resulting from theft of any touring Caravan (except
trailer tents), and Contents if stolen at the same time as the Caravan, unless
the Caravan:

a) as secured with a proprietary wheelclamp fitted in accordance with the
manufacturer’s instructions, or

14
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b) is secured with any other security device, agreed by Towergate Bakers in
writing,

or

¢) has had at least one of its wheels removed and stored away from the
Caravan.

No Claim Discount
In calculating the renewal premium for Your Policy a discount will be allowed
provided you have not made a claim during the previous Period of Insurance.

Any claim will result in the No Claims Discount at next renewal being reduced
to Nil.

Law Applicable to Contract

Either You or We have the right to say which country’s laws will apply to the
insurance. Unless You or We say different, the laws of the part of Great Britain,
Northern Ireland, Isle of Man or Channel Islands You are living in when You
arranged or renewed the insurance will apply.

15
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General Exclusions

We will not pay for:

1

any accident, injury, loss or damage occurring while the Caravan is being
used other than for social, domestic and pleasure purposes.

any consequence of war, invasion, act of foreign enemy, hostilities (whether
war be declared or not), civil war, rebellion, revolution, insurrection or
military or usurped power, riot, civil commotion or earthquake.

Damage to any property or any resulting loss or expense or any
consequential loss or legal liability directly or indirectly caused by or
contributed to by or arising from:

a) ionising radiations or contamination by radioactivity from any irradiated
nuclear fuel or from any nuclear waste from the combustion of
nuclear fuel.

b) the radioactive, toxic, explosive or other hazardous properties of any
explosive nuclear assembly or nuclear component of such assembly.

any liability arising from an agreement which would not have existed in the
absence of that agreement.

Damage to the Caravan or its Contents arising from any malicious act or
theft by or with the connivance or any hirer, occupant or user of such
Caravan or any employee or Your agent.

Damage by pressure waves from aircraft or other aerial devices flying faster
than the speed of sound.

any reduction of market value beyond the cost of repair or replacement.

Damage caused by, or any legal liability arising from, the failure, breakdown
or breakage of any mechanical, electrical, electronic or computer equipment
caused by the equipment not being able to recognise or process any date as
the true calendar date.

Subsequent loss or damage will still be covered subject to the terms and
conditions of this Policy.
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