







































































Financial Services Compensation Scheme (FSCS)

AXA Insurance dac is 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).

Caring For Our Customers

AXA is committed to providing you with an excellent level of service and customer care. We realise
that things can go wrong and there may be occasions when you feel that we have not provided the
service you expected.

To assist you we have outlined our Customer Complaint Procedure below. Our focus is always on
solving your problems first, and doing this swiftly. We then take steps to make sure the problem
does not happen again. While we are dealing with your issue we promise to keep you informed of
what is happening.

Customer Complaint Procedure:

All you need to do is contact;

1. your Insurance Intermediary or AXA at 0345 3995346, if your complaint is in connection with
your policy, or the AXA Claims Action Line at 03458 282823, if your complaint is in connection
with a claim.

2. You can also refer your complaint to a Team Leader or Manager.

3. If your complaint cannot be resolved at this stage, you can contact our Customer Care
Department at AXA Insurance Freepost BEL 2531, Belfast BT1 1BR (Telephone 0800 039
1970) or e-mail to axacustomercare @axa.ie.

Your complaint will be logged and acknowledged. Your complaint will be fully investigated and a

response will be issued to you within 7 days. Following this procedure will not affect your right to

take legal action.

If we have given you our final response and you are still dissatisfied you may be able to refer your

case to the Financial Ombudsman Service (FOS) Insurance Division, Exchange Tower, London E14

9SR. Please note, you have six months from the date of our final response in which to refer your
complaint to the FOS. Referral to the FOS will not affect your right to take legal action.

The FOS is an independent body that arbitrates on complaints about general insurance products

and other financial services. It will only consider your complaint if we have provided you with written

confirmation that our internal complaints procedures have been exhausted.

Customer Helpline: Monday to Friday - 8am to 8pm and Saturday - 9am to 1pm.

Telephone 0800 023 4567 (calls to this number are now free on mobile phones and landlines)

or 0300 123 9 123 (calls to this number cost no more than calls to a 01 and 02 number). These

numbers may not be available from outside the UK, so please call from abroad on +44 20 7964

0500. Alternatively send an email to complaint.info@financial-ombudsman.org.uk.

We will:
acknowledge written complaints promptly; < investigate quickly and thoroughly;
keep you informed of progress; + do everything possible to resolve your complaint.
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Making a Claim
What to do in the event of an accident, fire or theft

1 Gather the details of any other party or parties involved (if applicable) including their name,
address, vehicle registration number, insurance company, policy number and contact number.

2 Contact our UK based 24/7 claims assist line on 03458 28 28 23

3 Please have your policy number ready when contacting us.

Please note: if your vehicle has been involved in an incident involving theft, attempted theft
malicious damage or vandalism then you must also notify the police immediately and obtain a
crime reference number.

If you have Comprehensive cover and have been involved in an accident, we will arrange for the
repair of your vehicle with one of our approved repairers and:

» Collect your vehicle from your home or place of work if the vehicle cannot be driven;
+ Guarantee all repairs for three years.

Important - the above features are only available in NI through our approved repairer network.

Making a glass claim (Comprehensive policyholders only)

If you have suffered damage to your front/rear screens or side glass, please contact
AXA Claims on 03458 28 28 23.

Please also note:

» You must pay the standard compulsory windscreen excess of £75 (per claim) for replacement
glass or screen, provided you use our approved supplier.

. If you do not use our approved supplier , cover will be restricted to £100 after deduction of
your excess.

» There will be an excess of £10 to pay if the glass or screen can be repaired.
» Cover excludes repair or replacement of a sunroof or other roof glass
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In the event of a claim,
please contact our

24-hour Claims Helpline on

0345 828 2823

~ MIDAS

A& B underwriting

AXA Insurance dac, Wolfe Tone Street, Dublin 1. Registered in Ireland number 136155. AXA Insurance dac is
regulated by the Central Bank of Ireland. For business in Northern Ireland, AXA Insurance dac is authorised by
the Central Bank of Ireland and authorised and subject to limited regulation by the Financial Conduct Authority.
Details about the extent of our authorisation and regulation by the Financial Conduct Authority are available
from us on request.
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