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Welcome to AXA

Thank you for choosing AXA. Please read
carefully all documents that we have provided
and keep themin a safe place.

If you have any questions, need anything
explaining or believe this contract does not
meet your needs, please contact us or your
insurance adviser.

Your policy

Your policy isdivided into a number of sections.
The sections of cover that apply in addition to
the Generalintroduction section are shown
under your cover summary whichisinthe
schedule. Your cover summary contains a list
of sections available, but only those shown as
‘insured’ apply. Where a section does not apply,
your cover summary will state thatitis ‘not
insured’ and this section will not beincluded
within the policy.

Your policy is a contract of insurance between
you and us and you have a duty to make fair
presentation of the risk to us in accordance with
the law.

The policy describes the cover for which we
have accepted your premium. The policy
wording, schedule and any endorsements must
be read together.

Your policy is renewable provided we agree to
acceptyour premium for any subsequent period
ofinsurance. Anew schedule will be issued for
each period of insurance showing any changes
toyour cover.

Throughout your policy, we use defined terms.
Defined terms are used to explain what a word
means and are highlighted in bold blue print.

Headings have been used for your guidance to
help you understand the cover provided. The
headings do not form part of the contract.

Under the heading ‘What is covered’ we give
information on the insurance provided. This
must be read with ‘What s not covered’, the
Policy conditions and any conditions of cover
thatare applied to each section.

Under the heading ‘Whatis not covered’ we
draw your attention to whatis excluded from
your policy.



Important phone numbers

AXA claims telephone helpline

For damage to your own property 03456002716
For liability claims 03456002715
Glassreplacement service* 0300303 2944

A quick and efficient service available 365 days a year.

Legal and tax advice** 0330024 5346

Our confidential legal and tax advice line is there to advise you on
general UK law and taxation. Please quote AXA Contractors combined when you call.

Emergency helpline** 0330024 5346

Our 24-hour emergency helpline serviceis there to assist you in the event of an emergency
occurring at your business premises, for which a tradesperson is required. Please quote AXA
Contractors combined when you call.

The emergency assistance helpline will provide details of reputable contractors who will be
able to help you. You will be responsible for the payment of any call-out charges, parts and
cost of labour that are quoted by the contractor. This helplineis provided as an ancillary
service to assist you in the event of an emergency only. Calling the emergency assistance
helpline service does not constitute notification of an insurance claim under your policy.

Lifestyle counselling helpline and Online support services 03447701036

This service can help with a range of problems from practical everyday matters to sensitive
oremotionalissues.

Our specialists will help you deal with personal relationship problems, problems with
colleaguesin the workplace and otherissues affecting your general wellbeing.

Counsellors and information specialists are also trained to help you with practical
problems like debt.

The helpline is complemented by a comprehensive online information and support service,
through which you can access information and advice on a range of issues and problems
which often impact on everyday life. Topics are diverse and include relationships, childcare
issues, consumer issues, stress, health and fitness.

Information is updated regularly by a team of experienced counsellors and information
specialists.

You can access the Lifestyle Counselling Helpline on 0344 770 1036 or you can access the
Online Support Service by visiting www.arclegal.co.uk/carefirst

* The Glass replacement service is provided by an AXA approved glazing and locks provider.

IMPORTANT INFORMATION: The Glass replacement service is available for all AXA Contractor Combined policyholders and if your

policy includes Glass cover, you may be able to claim for the replacement costs.

**The legal and tax advice helpline, and the emergency assistance helpline are provided by Arc Legal Assistance Ltd and may be

serviced by a third party under their management. Arc Legal Assistance Ltd make no additional charge for providing these services.

Telephone calls may be monitored and recorded.


http://www.arclegal.co.uk/carefirst
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Generalintroduction section continued

Making a claim

If you need to make a claim please first

check your policy to make sure you are
covered. You must then follow the Claims
notification condition and Claims procedures
condition of pages 6 and 7 of this section,
headed Policy conditions.

Please contact yourinsurance adviser who will
help us deal with your claim.

Making a complaint

If you are not happy with the way a claim or any
other matter has been dealt with, please read
‘Making a complaint’ on page 10 of this section.

Data Protection Notice

AXAlnsurance UK plcis part of the AXA Group
of companies which takes your privacy very
seriously.

For details of how we use the personal
information we collect from you and your rights,
please view our privacy policy at
www.axa.co.uk/privacy-policy.

If you do not have access to the internet, please
contact us and we will send you a printed copy.

Defined terms are highlighted in bold blue» see page 5 and the start of each section of cover for their meanings


http://www.axa.co.uk/privacy-policy

Generalintroduction section continued

Meanings of defined terms

These meanings apply throughout your policy.
If aword or phrase has a defined meaning it will
be highlighted in bold blue print and will have the
same meaning whereveritis used. There may be
additional defined meaningsin each section.

Business

Business shown in your schedule.

Excess

Firstamount of any claim or claims for which
you are responsible.

Period of insurance

Period from the start date to the expiry date of
your cover shown in your schedule.

Policy

The policy wording and schedule and any
endorsements attached orissued.

Policy territories

Great Britain, Northern Ireland, the Channel
Islands and the Isle of Man.

We/us/our
AXAInsurance UK plc.

You/your/yours/yourself

Person(s), firm, company or organisation shown
inyour schedule as Theinsured.



Generalintroduction section continued

Policy conditions

You must comply with the following conditions
to have the full protection of your policy. Ifyou
do not comply then we may at our option take
one or more of the following actions

1 Cancelyour policy

2 Declareyour policy void (treating your
policy asifit had never existed)

Change the terms of your policy

Refuse to deal with all or part of any claim or
reduce the amount of any claim payments.

Applicable law condition

You and we can choose the law which applies
to this policy. We propose that the Law of
England and Wales will apply. Unless we and
you agree otherwise, the Law of England and
Wales will apply to this policy.

Cancellation condition

1 Youmay cancelyour policy within 14 days of
receiving your policy atinception and within
14 days of renewal, if for any reason you are
dissatisfied or the policy does not meet
your requirements.

2 Youmaycancelyour policy atany timeif the
businessis sold by you or you cease trading
oryousell all the property insured shownin
your schedule.

3 Wecancancel your policy
a ifyoufailto make payment;or

b atanytimeby giving 30 days’ written
notice to your last known address.

Where your policy is cancelled in accordance
with any of the above provisions, we

will refund part of the premium paid,
proportionate to the unexpired period of
insurance following cancellation, provided
that no claim has been paid oris outstanding
inthe current period of insurance.

If your policy is cancelled we may charge you
an administration fee. We will not make a
charge without informing you.

Cancellation of your policy will not affect any
claims or rights you or we may have before the
date of cancellation.

We do not have to offer renewal of your policy
and cover will cease on the expiry date.

Change inrisk condition

You must tell us as soon as possible during the
period of insurance of any change

1 tothebusiness

2 inthe person, firm,company or organisation
shownin your schedule as the insured

3 totheinformationyou provided to us
previously or any new information that
increases therisk of loss asinsured under
any section of your policy.

If you wish to make any alteration to your policy
you must disclose any change to the information
you previously provided or any new information
that could affect thisinsurance.

Your policy will come to an end from the date of
the change unless we agree in writing to accept
an alteration.

We do not have to acceptany requestto vary
your policy.

If we accept any variation to your policy, an
increase in premium or different terms or
conditions of cover may be required by us.

We may charge an administration fee if we make
any changesto your policy. We will not make a
charge withoutinforming you.

Claims notification condition
You must
1 assoonaspractical

a giveusnoticeof any circumstances which
might lead to a claim underyour policy

b giveusalltheinformation we request.
2 immediately

a onreceiptsend usevery letter, court
order, summons or other legal document
served uponyou

b tellusaboutany prosecution,inquest
orfatal accidentinquiry or dispute
for referral to adjudication or court

Defined terms are highlighted in bold blue» see page 5 and the start of each section of cover for their meanings



Generalintroduction section continued

proceedingsin connection with any
potential claim underyour policy

¢ notifythe police of any loss or damage
that has been caused by malicious
persons, thieves, rioters, strikers or
vandals.

We will not pay your claim where you have not
complied with this condition.

Claims procedures condition

1 Youmusttakeorallow othersto take
practical stepsto prevent furtherinjury, loss
ordamage, recover property insured lost and
otherwise minimise the claim.

2 Atyourexpense you must provide us with

a fulldetailsinwriting of any injury, loss or
damage and any furtherinformation or
declaration we may reasonably require

b anyassistancetoenable usto settle or
defend aclaim

¢ detailsof any otherrelevantinsurances.

3 You must not accept, negotiate, pay, settle,
admitorrepudiate any claim or any partofa
claim without our written consent.

4 Followingaclaimyou mustallow us or
anyone authorised by us

a accesstopremises

b totake possession of, orrequest
delivery to us of any property insured.

You must not abandon any property to us.

We will be allowed complete control of any
proceedings and settlement of the claim.

7 Wewill continue to communicate directly with
you regarding your claim, even in situations
where you have appointed a professional
customer representative, such as aloss
assessoror claims management company, to
actonyour behalf.

8 Wewillassessyour claimbased onour
approved supplier’s or loss adjuster’s view
and interpretation, even in situations where
you have appointed a professional customer
representative, such as a loss assessor or
claims management company, to act on your
behalf.

We will not pay your claim where you have
not complied with this condition.

Fair presentation of risk condition

You have a duty to make afair presentation of
the risk which you wish to insure. This applies
prior to the start of your policy, if any variation
is required during the period of insurance and
priorto each renewal. If you do not comply with
this condition then

1 Ifthefailure to make afair presentation
of theriskis deliberate or reckless we can
electto make your policy void and keep the
premium. This means treating the policy
asifit had not existed and that we will not
return your premiums, or

2 Ifthefailure to make afair presentation of
theriskis not deliberate or reckless and we
would not have provided cover had you
made afair presentation, then we can elect
to make your policy void and return your
premium, or

3 Ifthefailure to make a fair presentation of
theriskis not deliberate or reckless and we
would have issued cover on different terms
had you made afair presentation of the risk
thenwe can

a reduce proportionately any amount
paid or payablein respect of a claim
under your policy using the following
formula. We will divide the premium
actually charged by the premium which
we would have charged had you madea
fair presentation and calculate thisas a
percentage. The same percentage figure
will be applied to the fullamount of the
claimto arrive at the proportion of the
claim to be paid or payable, and/or

b treatyourpolicy asifithadincluded
the different terms (other than payment
ofthe premium) that we would
have imposed had you made afair
presentation.

4 Wherewe electto apply one of the above then

a ifweelectto makeyour policy void, this
will be from the start of the policy, or
the date of variation or from the date of
renewal.



Generalintroduction section continued

b we will apply the formula calculated by
reference to the premium that would
have been charged to claims from
the start of the policy, or the date of
variation or from the date of renewal

¢ wewilltreatthe policy as having
different termsimposed from the start
of the policy, or the date of variation or
from the date of renewal

depending on when the failure to make a fair
presentation occurs.

Fraud condition

You and anyone acting for you mustnotactina
fraudulent way.

If you or anyone acting foryou

1 knowingly makes afraudulentor
exaggerated claim under your policy, or

2 knowingly makes a false statementin
support of aclaim (whether or not the claim
itselfis genuine), or

3 knowingly submit a false or forged
documentin support of a claim (whether
ornotthe claimitselfis genuine),

we will
a refuseto paytheclaim

b declarethe policy void from the date
of the fraudulent act without any refund
of premiumes.

We may also inform the police and fraud
prevention agencies of the circumstances.

Instalments condition

If you fail to pay a premium instalment, this
could resultin your policy being cancelled. You
will not be entitled to any return of premium
where this happens.

If aclaim has been made or there has been any
incident likely to lead to a claim during the
current period of insurance the annual premium
remains duein full.

Otherinsurance condition

If aclaimis made underyour policy and there
isotherinsurance cover for which you are, or
would be but for this policy, entitled to have a

claim paid under the otherinsurance, we will at
ouroption, either pay

1 aproportionate share of the claim, or

2 anamountbeyond thatwhichisorwould
be payable under the otherinsurance.

Policy administration fees condition

We may charge you an administration fee if we
arerequested to print and re-send your policy
documents toyou.

We will not make a charge withoutinforming you.

Reasonable care condition
You must take reasonable steps to

1 preventor protectagainstinjury, loss
ordamage

2 keep your premises, machinery, plant and
equipment and all other property insuredin
good condition and in full working order

3 remedyanydefectorany danger that
becomes apparent, as soon as possible.

If required by us, you must allow access to your
premises and/or activities of your business

to carry outinspection or survey. You must
complete any riskimprovements that we ask
for, within a reasonable period of time advised
by us and ensure that all such improvements
remain in place throughout the duration of this
policy.

We will not pay your claim where you have not
complied with this condition.

Renewal term agreement condition

If your schedule shows that a renewal term
agreementis operative, certain termsand
conditions have been agreed by you and us that
regulate the annual premium at which we will
offer renewal. The agreementisincluded as

part of the insurance contract and, if we offer
renewal in accordance with the agreement, you
agree thatyour policy will be renewed each year
up to the expiry date of the agreement shown in
your schedule.

Sanctions condition

This contract of insurance is subject to sanction,
prohibition orrestriction under United Nations
resolutions. Itis a condition of your policy that

Defined terms are highlighted in bold blue» see page 5 and the start of each section of cover for their meanings



Generalintroduction section continued

we will not provide cover, or pay any claim or
provide any benefit under your policy to the
extent that the provision of such cover, payment
of such claim or provision of such benefit

would expose us, or our parent, subsidiary

or any AXA group member company, to any
trade or economic sanctions, or violate any

laws or regulations of the United Kingdom, the
European Union, the United States of America or
any other territory.

Subrogation (our rights) condition

We will be entitled to undertake in your name or
onyour behalf

1 thedefence orsettlementof any claim

2 stepstoenforcerights against any other
party before or after payment is made by us.

Third party rights condition

This contractis between you and us. Therights
under this contract will not be enforceable by
any other party because of the Contract (Rights
of Third Parties) Act 1999.
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Generalintroduction section continued

Making a complaint

AXAInsurance aims to provide the highest
standard of service to every customer.

If our service does not meet your expectations
we want to hear about it so we can try to put
things right.

All complaints we receive are taken seriously.
Following the steps below will help us
understand your concerns and give you a fair
response.

How to make your complaint

The majority of complaints can be resolved
quickly and satisfactorily by the department
you are dealing with. If your complaint relates
to aclaimonyour policy, please contact the
department dealing with your claim. If your
complaint relates to anything else, please
contact the agent or AXA office where your
policy was purchased. Telephone contact

is often the most effective way to resolve
complaints quickly.

Alternatively, you can write to us at

AXA Insurance complaints:

AXA Insurance
Commercial complaints
AXA House
4 Parklands
Lostock

Bolton
BL6 4SD

All claims complaints:

Tel: 01204 815359
=1

Email: commercial.
= complaints@axa-
insurance.co.uk

* free for people phoning from a ‘fixed line’ (for example, a landline at home)

When you make contact please tell us the
followinginformation:

« Name, address and postcode, telephone
number and e-mail address (if you have one)

« Your policy and/or claim number, and the
type of policy you hold

+ Thename of yourinsurance agent/firm
(ifapplicable)

« Thereason foryour complaint.

Any written correspondence should be headed

‘COMPLAINT’ and you may include copies of
supporting material.

Beyond AXA

Should you remain dissatisfied following our
final written response, you may be eligible to
refer your case to the Financial Ombudsman
Service (FOS).

The FOSis anindependent body that arbitrates
on complaints about generalinsurance products.
The FOS can only consider your complaintif we
have given you our final decision.

You have six months from the date of our final
response to refer your complaint to the FOS. This
does not affect your right to take legal action.

The Financial Ombudsman Service
@5 Financial Ombudsman Service
Exchange Tower
Harbour Exchange Square

London
E14 9SR

Telephone: 0800 023 4567* or
0300 123 9123**

Fax: 020 7964 1001

Email: complaint.info@
financial-ombudsman.org.uk

Website: www.financial-
ombudsman.org.uk

**free for mobile-phone users who pay a monthly charge for calls to numbers starting 01 or 02

Defined terms are highlighted in bold blue» see page 5 and the start of each section of cover for their meanings


mailto:commercial.complaints%40axa-insurance.co.uk?subject=
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Generalintroduction section continued

Our promise toyou
We will
+ Acknowledge written complaints promptly.

+ Investigate your complaint quickly and
thoroughly.

+ Keepyouinformed of progress of your
complaint.

+ Doeverything possible to resolve your
complaint.

« Learnfromour mistakes.

« Usetheinformation from complaintsto
continuously improve our service.

Telephone calls may be monitored and
recorded.

Financial Services Compensation
Scheme (FSCS)

AXAInsurance UK plc are covered by the
Financial Services Compensation Scheme
(FSCS). You may be entitled to compensation

in the unlikely event we cannot meet our
obligations to you. This depends on the type

of insurance, size of the business and the
circumstances of the claim. Further information
about the compensation scheme arrangements
is available from the FSCS (www.fscs.org.uk).

Legal and tax advice, emergency or
lifestyle counselling helplines or Legal
expenses services complaints

If you have a complaint about legal and tax
advice oremergency or lifestyle counselling

helplines or Legal expenses services you should
contactArc Legal Assistance Ltd:

Arc Legal Assistance Ltd

Arc Legal Assistance Ltd
The Gatehouse, Lodge Park
Lodge Lane
Colchester

Essex
CO4 5NE

Telephone: 01206 615000

You can also refer to the Financial Ombudsman
Service (FOS) if you cannot settle your
complaint with Arc or before they have

investigated the complaintif both parties agree.

Arc are also covered by the Financial Services
Compensation Scheme (FSCS).
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http://www.fscs.org.uk

This document is available in
other formats.

If you would like a Braille, large print
or audio version, please contact your
insurance adviser.

WWW.axa.co.uk

AXA Insurance UK plc Registered in England and Wales No 78950.
Registered Office: 20 Gracechurch Street, London EC3V 0BG.

A member of the AXA Group of companies. AXA Insurance UK plc is
authorised by the Prudential Regulation Authority and regulated by the
Financial Conduct Authority and the Prudential Regulation Authority.
Telephone calls may be monitored and recorded.
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