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Notice to Policyholders
This notice forms part of your Ageas policy wording (including the Business Legal Guard policy
wording if the Legal Expenses section is operative). Please read this notice in conjunction with your
policy wording(s); it provides details of key changes that affects your policy.

These changes apply to your policy wording(s) from the effective date of your policy.

In this notice you, your and yours mean the person, persons or corporate body named on the schedule as
the Insured including any subsidiary companies notified to and accepted by the Company and we, us and
our mean Ageas Insurance Limited.

What has changed?
The Financial Ombudsman Service has amended their definition of Eligible Complainants.

What does this mean to you?
The definition has been widened to enable more complainants to refer their complaints to the Ombudsman.

The section in your policy wording(s) entitled ‘Our Customer-Care Policy’ is deleted and is replaced with
the following:

How to make a complaint
Should there ever be an occasion where you need to complain, we will do our best to address this as
quickly and fairly as possible.

We will try to resolve your complaint as quickly as we can. If we are unable to do this, we will:
e write to you to acknowledge your complaint

¢ let you know when you can expect to receive a full response

e let you know who is dealing with the matter.

In most instances we will be able to address your complaint within the first few days of this being notified to
us. On occasion, further investigation may be necessary, but we will provide you with a full written response
to your complaint within eight weeks of notification.

If your complaint is about the way this policy was sold to you, please contact your agent to report your
complaint.

If you have a complaint regarding your claim, please telephone us on the number shown in your claims
documentation.

Alternatively, for claims or any other type of complaint, you can write to us at the address shown below or
email us through our website at www.ageas.co.uk/make-a-complaint (please include your policy number
and claim number if appropriate).

Customer Services Adviser, Ageas Insurance Limited, Ageas House, Hampshire Corporate Park, Templars
Way, Eastleigh, Hampshire, SO53 3YA

What to do if you are not happy with our response
In the unlikely event that we have not responded to your complaint within eight weeks, or you are not happy
with our final response, you may be able to refer your complaint to the Financial Ombudsman Service but

you must do so within six months of the date of our response.

You may refer your complaint to the Financial Ombudsman Service if you are a:
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e micro-enterprise with an annual turnover or annual balance sheet of less than EUR2 million and fewer than
10 employees. For the purpose of this process, a micro-enterprise is defined as a business engaged
in economic activity irrespective of the legal form, including but not limited to, self employed persons
and family businesses, partnerships or associations

¢ small business that is not a micro-enterprise as defined above, with an annual turnover of less than £6.5
million and:
a fewer than 50 employees, or
b an annual balance sheet of less than £5 million

e charity with an annual turnover of less than £6.5 million

o trustee of a trust with a net asset value of less than £1.5 million

e guarantor and the complaint arises from matters relevant to their relationship with the business. For the
purpose of this process, guarantor is defined as someone who is not a consumer and who has given a
guarantee or security in respect of an obligation or liability of a micro-enterprise or small business, as
defined above.

The Ombudsman is an impartial complaints service which is free for customers to use and taking your
complaint to the Ombudsman does not affect your right to take your dispute to the courts.

You can find out more about how to complain to the Ombudsman online at
www.financial-ombudsman.org.uk

Alternatively, you can write to them at:
Financial Ombudsman Service, Exchange Tower, London, E14 9SR
By phone: 0800 023 4567

By email: complaint.info@financial-ombudsman.org.uk

Please note that if you do not refer your complaint within the six months, the Ombudsman won'’t have our
permission to consider your complaint and therefore will only be able to do so in very limited circumstances,
for example, if it believes that the delay was as a result of exceptional circumstances.

Ageas Insurance Limited

Registered address

Ageas House, Hampshire Corporate Park, Templars Way, Eastleigh, Hampshire SO53 3YA
www.ageas.co.uk

Registered in England and Wales No 354568
Ageas Insurance Limited is authorised by the Prudential Regulation Authority and regulated by the Financial
Conduct Authority and the Prudential Regulation Authority, Financial Services Register No 202039.
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