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In the event of breakdown call:

UK Breakdown Helpline:   0800 107 0885 or  
 01422 508 885 

EU Breakdown Helpline:  +44 1422 508 885

Calls may be recorded and monitored. Please contact your Insurance Consultant or RSA 
with any other queries regarding your policy
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Your Breakdown policy wording
The Policy and Schedule together are evidence of the contract between you and Royal & Sun Alliance 
Insurance plc. This contract is based on the information in the Insurance Statement which is also part 
of this contract. 

You should read this booklet with your Schedule. The benefits provided will depend on the level of 
cover shown in the Schedule.

The following levels of cover are included:

•	 Roadside	Assistance

•	 Homecall

•	 Recovery	

•	 European	Assistance.
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definition of words
The words defined below will have the same 
meaning wherever they are shown in your policy 
in bold print.

we, us, our

means Royal & Sun Alliance Insurance plc and 
anyone we may appoint to act on our behalf.

you or your 

means the policyholder named in the Schedule 
or any person who, at the time of the 
breakdown, is legally entitled to drive your car.

your car 

means the car whose details have been reported 
to and accepted by us, and whose registration 
number is shown in the Schedule. It also covers 
any caravan or trailer that has been built to be 
towed by your car when attached by a  
50 millimetre ball coupling.

breakdown 

means the mechanical breakdown, breakage or 
failure of any part that is essential for your car 
to move.

emergency assistance

means we will arrange for a recovery agent to 
attend the scene of the breakdown to try to 
make your car roadworthy. If this cannot be 
done, the recovery agent will arrange for your 
car to be taken to a repairer.

immobilised

means your car cannot be driven, or is regarded 
as unsafe or unfit to be used on a public 
highway, as a result of the breakdown.

key(s)

means any device(s) used for starting your car 
or using its locking mechanism or immobiliser.

assistance service 

means providing emergency assistance, vehicle 
recovery, emergency accommodation or car hire, 
and any other help we may give you.
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What is covered

If your car has a breakdown, we will provide emergency assistance at the scene of the breakdown, 
for up to one hour, to make it roadworthy.

If your car cannot be made roadworthy at the scene of the breakdown, we will arrange for it, the 
driver and up to eight passengers to be taken to a repairer of your choice within 10 miles of the 
scene of the breakdown.

If the breakdown has been caused by your car running out of fuel, we will provide emergency 
assistance for replacement fuel.

we will provide emergency assistance if your car is immobilised as a result of a flat battery or flat 
tyre, or incorrect fuel being accidentally put in your car.

we will provide emergency assistance if you accidentally lock your key(s) in your car or if your car 
is immobilised due to loss of, or damage to your key(s). When we provide emergency assistance for 
this service, we will ask you to provide suitable identification.

After a breakdown, if you ask, we will try to get a message to a person of your choice as long as we 
can contact that person by phone or fax.

recovery

What is covered

If your car cannot be made roadworthy within one hour at the scene of the breakdown, we will 
arrange for it to be taken to a repairer of your choice, your destination, your home address or 
where your car is normally kept. we will pay the costs (no more than the cost of a standard-class 
rail ticket) for one person to collect your car after repairs have been completed.

we will also pay the cost of the following:

•	 	Continuing	the	journey	to	your destination, or the repairer, or returning to your home address 
or where your car is normally kept, for the driver and up to eight passengers. we will do this by 
providing:

 –   a hire car for up to 24 hours (depending on what is available, the hire car we provide will 
be of a similar class to your car, with an engine capacity of up to 2500cc); or 

 –   an alternative form of transport of our choice.

The cover provided under these sections are limited to breakdowns which happen within Great 
Britain, Northern Ireland, the Republic of Ireland, the Isle of Man and the Channel Islands.

roadside assistance
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•	 	Or,	we will pay emergency accommodation for one night for you and up to eight passengers 
while waiting for repairs to be completed. This will include bed and breakfast but no other meals 
or expenses. The maximum amount we	will	pay	is	shown	under	‘Emergency	accommodation’	in	
your schedule.

If you are declared medically unfit to drive your car during	the	journey	and	none	of	the	passengers	
can drive it, we will recover the car, the driver and up to eight passengers to your destination, your 
home address or where your car is normally kept. You will need to produce some form of medical 
certificate confirming that you are medically unfit to drive.

Homecall

What is covered

If your car has a breakdown, at or within one mile of your home address, or where it is normally 
kept, we will provide emergency assistance for up to one hour to make your car roadworthy. 

If your car cannot be made roadworthy, we will arrange for it to be taken to a repairer of your 
choice.

european assistance

Definition of words

emergency assistance means, for the purposes of this section, that we will arrange for a recovery 
agent to come to the scene of the incident if your car is unfit to drive due to fire, theft, accidental 
damage or breakdown to try to make your car roadworthy. If this cannot be done, the recovery 
agent will arrange for your car to be taken to a repairer.

The cover provided under this section is limited to incidents which happen within Albania, Andorra, 
Austria,	Belgium,	Bulgaria,	Croatia,	Cyprus	(Greek),	Czech	Republic,	Denmark,	Estonia,	Finland,	France,	
Germany,	Gibraltar,	Greece,	Holland,	Hungary,	Iceland,	Israel,	Italy,	Latvia,	Liechtenstein,	Lithuania,	
Luxembourg,	Macedonia,	Malta,	Morocco,	Netherlands,	Norway,	Poland,	Portugal,	Romania,	Serbia	
and Montenegro, Slovak Republic, Slovenia, Spain, Sweden, Switzerland, Tunisia and Tunisia.

What is covered

If your car is unfit to drive as a result of fire, theft, accidental damage or breakdown, we will provide 
emergency assistance at the scene for up to one hour to make your car roadworthy. 

If your car cannot be made roadworthy at the scene of the immobilising incident, we will arrange 
for it to be taken to a suitable repairer or your destination. we will pay the costs (no more than the 
cost of a standard-class ticket) for one person to collect your car after repairs have been completed. 
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we will also pay the cost of the following:

•	 	Continuing	the	journey	to	your destination or to the repairer, for the driver and up to eight 
passengers. we will do this by providing:

 –   a hire car (depending on what is available, the hire car we provide will be of a similar class 
to your car, with an engine capacity of up to 2500cc – the maximum amount we will pay is 
shown	under	‘European	self-drive	hire	car’	in	your schedule); or 

 –   an alternative form of transport of our choice,

 –   or, we will pay emergency accommodation for one night for you and up to eight passengers 
while waiting for repairs to be completed. This will include bed and breakfast but no 
other meals or expenses. The maximum amount we	will	pay	is	shown	under	‘European	
emergency	accommodation’	in	your schedule.

If your car cannot be made roadworthy by the intended date of your return to the United Kingdom, 
we will pay for the following:

•	 	The	cost	of	transporting	your car to your home address or where your car is normally kept. 
This cost may include storage costs and the cost of transporting and delivering it. The maximum 
amount we will pay is the current market value of your car in the UK.

•	 	Or,	the	cost	for	one	person	to	travel	by	public	transport	to	collect	your car and drive it direct 
to your home address or where your car is normally kept. The maximum amount we will pay 
will be the cost of a standard-class ticket.

If essential replacement parts are not available locally, we will arrange to get the parts from 
somewhere else. we will pay all the charges involved in delivering the parts to your car. 

If you are declared medically unfit to drive your car	during	the	journey	and	none	of	the	passengers	
can drive it, we will provide a suitably qualified driver to drive your car to your destination, your 
home address or where your car is normally kept. we will try to supply a driver at a time that is 
convenient to you but we cannot guarantee to provide this service within any specific timescale. 
You will need to produce some form of medical certificate confirming that you are medically unfit to 
drive.

If the breakdown has been caused by your car running out of fuel, we will provide emergency 
assistance for replacement fuel. 

we will provide emergency assistance if your car is immobilised as a result of a flat battery or flat 
tyre, or incorrect fuel being accidentally put in your car.

we will provide emergency assistance if you accidentally lock your key(s) in your car or if your car 
is immobilised due to loss of or damage to your key(s). When we provide emergency assistance for 
this service, we will ask you to provide suitable identification.

After an immobilising incident, if you ask, we will try to get a message to a person of your choice as 
long as we can contact them by phone or fax.
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If your tent is damaged as a result of fire, theft or accidental damage, we will provide a similar tent 
for the rest of your holiday. The maximum amount we	will	pay	is	shown	under	‘European	Tent	Hire’	
in your schedule.
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General exceptions
What is not covered

1. Any extra labour charges in addition to 
those covered under emergency assistance, 
the cost of spare parts and the cost of 
replacing fuel or your key(s).

2. The costs associated with draining or 
removing an inappropriate fuel or other 
fluid having been put in the car.

3. Damage as a direct result of getting 
into your car after you have asked for 
emergency assistance.

4. Cover for an incident if you are entitled to 
claim for the same incident under another 
policy.

5. Any expenses which would have arisen in 
the	normal	course	of	the	journey.

6. If your car has been partly or completely 
buried in mud, snow, sand or water.

7. Breakdown resulting from poor repair or 
attempted repair that was carried out during 
the	journey	without	our agreement.

8. Any breakdown which is the result of a 
deliberate act by you or any passenger.

9. Breakdown resulting from your car 
carrying more passengers, or towing a 
greater weight, than intended, or driving on 
unsuitable ground.

10. Any liability or any other costs or losses that 
result directly or indirectly from providing 
emergency assistance.

11. Any extra hire car charges, other than the 
rental charge, if we provide a hire car.

12. Requests for emergency assistance resulting 
from not being able to get fuel or other 
supplies that are essential for your car  
to move, due to fuel or other supplies  
being scarce in the country in which you  
are driving. 

13. If the car is used for hire and reward,  
racing competitions, rallies or trials, 
commercial travelling or in connection  
with the motor trade.

14.	 Loss	of	or	damage	to	the	contents	of	 
your car.

15. Any costs you have to pay for sea or river 
transit,	unless	claimed	under	the	European	
Assistance Section.

16. Any costs that we have not agreed to pay 
beforehand.

17. Any loss or damage caused to your car, 
or any direct or indirect loss, expense or 
liability arising from or contributed to by:

	 •	 	ionising	radiation	or	radioactive	
contamination from any nuclear fuel or 
from any nuclear waste which results 
from burning nuclear fuel; or

	 •	 	the	radioactive,	toxic,	explosive	or	
other dangerous properties of any 
nuclear machinery or any part of it.

18.	 Loss	or	damage	caused	by	war,	invasion,	
act of foreign enemy, hostilities (whether 
war is declared or not), civil war, rebellion, 
revolution or military power. 

19. Any loss or damage caused by riot or civil 
commotion	that	happens	outside	England,	
Scotland, Wales, the Isle of Man or the 
Channel Islands.

20. Recovering your car if it is considered to be 
dangerous or illegal to load or transport.
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21. Any storage charges you have to pay while 
your car is being repaired at a garage.

22. Requests for emergency assistance from 
anyone who is driving your car with your 
permission who:

	 •	 	does	not	hold	a	current	and	valid	UK	
driving licence; or 

	 •	 	is	not	keeping	to	the	conditions	of	their	
driving licence. 

23. Any incident which results in your car being 
immobilised which happened before the 
cover under this policy started.

24.  Breakdown due to the failure to replace 
faulty parts, including the battery, within  
28 days of a previous breakdown of the 
same or similar cause. 

25.  More than 5 breakdowns within one period 
of insurance.

26.  Any costs incurred as a result of you failing 
to carry a serviceable spare tyre and wheel, 
or incurred in arranging the removal of a 
wheel secured by locking wheel nuts when 
you are unable to provide a serviceable key, 
appropriate to your car, caravan or trailer.

 Please note: Motorised Vehicles that are 
manufactured without the provision of a 
spare wheel will be considered on their 
individual merits. Assistance in changing a 
wheel	is	covered,	subject	to	you carrying a 
serviceable spare as specified above.

27. Any costs for car hire if the hire of a 
replacement car has been refused under 
the	hirer’s	normal	terms	and	conditions	
(see	General	Conditions,	H	Conditions	of	
car hire).
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section 6 General 
conditions
A – General 

we will provide cover under this policy only if 
the information you gave us when applying for 
insurance or when making a claim, either by 
speaking to us or on any document, is true as 
far as you know. You must have asked all drivers 
who are to be covered by the policy any relevant 
questions you need to get this information.

B – Relevant law 

Both you and we may choose the law which 
applies	to	this	contract.	However,	unless	you and 
we agree otherwise, the law which applies is the 
law applicable in the part of the United Kingdom, 
Channel Islands or the Isle of Man in which you 
live.	Full	details	will	be	provided	in	your policy 
documentation.

C – Authority to renew

If we are willing to continue providing cover 
and we advise you beforehand of our renewal 
terms, you authorise us to renew this policy and 
any subsequent policy on expiry, in accordance 
with our renewal terms at that time, unless you 
advise us otherwise before the renewal date.

D – Looking after your car

1.   You must replace any part of your car which 
is not working properly, including the battery, 
within 28 days of discovering the fault. If a part 
is not replaced and a further breakdown of the 
same or similar cause recurs within 28 days, 
we reserve the right to refuse assistance or to 
charge a fee that is the same as the recovery 
agent’s	normal	call-out	charge.

2. You must maintain your car in line with the 
manufacturer’s	recommendations	and	only	
use it in a roadworthy condition. 

3. You must carry a serviceable spare wheel 
for your car (including any caravan or 
trailer) at all times.

4. Your car	must	be	covered	by	a	valid	MOT	
certificate, if applicable.

E – Requests for emergency assistance

1. If you need emergency assistance, you must 
contact us by phone. we must authorise 
any emergency assistance, otherwise you 
will have to pay any costs. 

2. You must quote the policy number when 
calling for emergency assistance so we can 
confirm that cover applies.

3. The driver or another person covered under 
the policy must be there when the recovery 
agent is providing emergency assistance.

4. You must provide receipts for any expenses 
we have authorised that you have to pay in 
connection with any emergency assistance 
we provide.

5. If a request for emergency assistance is in 
any way fraudulent, you will lose all benefits 
under your policy.

G – Selecting the appropriate assistance 
service

Depending on the incident, we will decide what is 
the most suitable form of emergency assistance. 

If you do not accept this decision, we will not 
pay more than the cost of the emergency 
assistance we recommend.

H – Conditions of car hire

1. The car must be hired to a person who is 
covered	under	the	policy.	He	or	she	will	be	
responsible for collecting and returning the 
car to the car hirer.
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2.	 The	car	hirer’s	normal	terms	and	conditions	
will apply. This may mean that:

	 •	 	they	may	refuse	to	hire	a	car	to	anyone	
who is under 21 or over 70, has held 
a driving licence for less than one year, 
or has certain endorsements on their 
licence; or 

	 •	 	they	may	need	a	deposit	for	the	cost	
of fuel and to protect the car hirer 
against the car not being returned.

3. The availability of car hire is not guaranteed.

4. we cannot guarantee to provide a car with 
a tow bar, child seats or an automatic gear 
box, which will take roof bars, a roof rack 
or a roof box. 

I – Safety of contents

1. The driver is responsible for the contents 
of your car as long as he or she is covered 
under the policy.

2. If your car is recovered, we will decide 
whether to transport any animal. we will not 
be	liable	for	injury	to	or	death	of	the	animal.	
If we decide not to transport any animal, 
it is your responsibility to make alternative 
arrangements for its transportation.

J – Responsibility for the repairer’s acts 
or neglect

Once	your car has been taken to a repairer, we 
will not be responsible for any repair work they 
do while they are following your instructions. 

K – emergency assistance which is no 
longer needed 

After asking for emergency assistance, if you or 
anyone covered under the policy repairs your 
car and you do not tell us about this, we may 
charge a fee that is the same as the recovery 
agent’s	normal	call-out	charge.

L – Collecting the car following a repair

You are responsible for collecting your car from 
the garage after repairs have been completed.

M – Cancellation

You may cancel the policy at any time. we will 
refund the appropriate share of your premium 
that we work out from either the date you 
contact us or a future date from which you 
would like this section of your policy cancelled.

N – Financial Sanctions 

we will not provide any cover or be liable to 
provide any indemnity, payment or other benefit 
under this policy where doing so would breach 
any prohibition or restriction imposed by law or 
regulation. 

If any such prohibition or restriction takes effect 
during the period of insurance we may cancel this 
policy immediately by giving you written notice at 
your last known address. If we cancel the policy we 
will refund premiums already paid for the remainder 
of the current period of insurance, provided no 
claims have been paid or are outstanding. 
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complaints Procedure 
Our Commitment To Customer Service

At RSA we are committed to going the extra mile for our customers. If you believe that we have not 
delivered the service you expected, we want to hear from you so that we can try to put things right. 
We take all complaints seriously and following the steps below will help us understand your concerns 
and give you a fair response.

Step 1 

If your complaint relates to your policy then please contact the sales and service number shown in 
your schedule. If your complaint relates to a claim then please call the claims helpline number shown 
in your policy booklet. 

We	aim	to	resolve	your	concerns	by	close	of	the	next	business	day.	Experience	tells	us	that	most	
difficulties can be sorted out within this time. 

Step 2 

In the unlikely event that your concerns have not been resolved within this time, your complaint will 
be referred to our Customer Relations Team who will arrange for an investigation on behalf of our 
Chief	Executive.	Their	contact	details	are	as	follows:	

Post:  RSA 
   Customer Relations Team 
	 	 	 P	O	Box	2075	
	 	 	 Livingston	
	 	 	 EH54	0EP	

Email:	 	 crt.halifax@uk.rsagroup.com	

Our promise to you 

We will: 

•	 Acknowledge	all	complaints	promptly	

•	 Investigate	quickly	and	thoroughly	

•	 Keep	you	informed	of	progress	

•	 Do	everything	possible	to	resolve	your	complaint	

•	 Use	the	information	from	your	complaint	to	proactively	improve	our	service	in	the	future.	

Once	we	have	reviewed	your	complaint	we	will	issue	our	final	decision	in	writing	within	8	weeks	of	
the date we received your complaint. 
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If you are still not happy 

If you are still unhappy after our review, or you have not received a written offer of resolution within 
8 weeks of the date we received your complaint, you may be eligible to refer your case to the 
Financial	Ombudsman	Service	(FOS).	The	FOS	is	an	independent	body	that	arbitrates	on	complaints.	
They can be contacted at: 

Post:	 	 Financial	Ombudsman	Service	
   South Quay Plaza 
   183 Marsh Wall 
	 	 	 London	E14	9SR	

Telephone: 0800 0234567 (for landline users) 
   0300 1239123 (for mobile users) 

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

You	have	six	months	from	the	date	of	our	final	response	to	refer	your	complaints	to	the	FOS.	This	
does	not	affect	your	right	to	take	legal	action,	however,	the	FOS	will	not	adjudicate	on	any	case	
where litigation has commenced.

Thank you for your feedback 

We value your feedback and at the heart of our brand we remain dedicated to treating our 
customers as individuals and giving them the best possible service at all times. If we have fallen short 
of this promise, we apologise and aim to do everything possible to put things right.
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 How we use your Information 
Please read the following carefully as it contains important information relating to the details that you 
have given us. You should show this notice to any other party related to this insurance. 

Who we are 

This product is underwritten by Royal & Sun Alliance Insurance plc. 

You are giving your information to Royal & Sun Alliance Insurance plc, which is a member of the 
RSA	Group	of	companies	(the	Group).	In	this	information	statement,	‘we’	‘us’	and	‘our’	refers	to	the	
Group unless otherwise stated. 

How your information will be used and who we share it with 

Your information comprises of all the details we hold about you and your transactions and includes 
information obtained from third parties. 

If you contact us electronically, we may collect your electronic information identifier e.g. Internet 
Protocol (IP) address or telephone number supplied by your service provider. 

We may use and share your information with other members of the Group to help us and them: 

•	 Assess	financial	and	insurance	risks;	

•	 Recover	debt;	

•	 Prevent	and	detect	crime;	

•	 Develop	our	services,	systems	and	relationships	with	you;	

•	 Understand	our	customers’	requirements;	

•	 Develop	and	test	products	and	services.	

We do not disclose your information to anyone outside the Group except: 

•	 Where	we	have	your	permission;	or	

•	 Where	we	are	required	or	permitted	to	do	so	by	law;	or	

•	 	To	credit	reference	and	fraud	prevention	agencies	and	other	companies	that	provide	a	service	
to us, our partners or you; or 

•	 Where	we	may	transfer	rights	and	obligations	under	this	agreement.	
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We may transfer your information to other countries on the basis that anyone we pass it to, 
provides an adequate level of protection. In such cases, the Group will ensure it is kept securely and 
used only for the purpose for which you provided it. Details of the companies and countries involved 
can be provided on request. 

From	time	to	time	we	may	change	the	way	we	use	your	information.	Where	we	believe	you	may	
not	reasonably	expect	such	a	change	we	shall	write	to	you.	If	you	do	not	object,	you	will	consent	to	
that change. 

We will not keep your information for longer than is necessary. 

Sensitive Information 

Some of the information we ask you for may be sensitive personal data, as defined by the Data 
Protection Act 1998 (such as information about health or criminal convictions). We will not use such 
sensitive personal data about you or others except for the specific purpose for which you provide 
it and to carry out the services described in your policy documents. Please ensure that you only 
provide us with sensitive information about other people with their agreement. 

Fraud prevention agencies 

If false or inaccurate information is provided and fraud is identified or suspected, details may be 
passed	to	fraud	prevention	agencies.	Law	enforcement	agencies	may	access	and	use	this	information.	

We and other organisations may also access and use this information to prevent fraud and money 
laundering, for example when: 

•	 Checking	details	on	applications	for	credit	and	credit	related	or	other	facilities;	

•	 Recovering	debt;	

•	 Checking	details	on	proposals	and	claims	for	all	types	of	insurance;	

•	 Checking	details	of	job	applicants	and	employees.	

Please	contact	the	Data	Protection	Liaison	Officer	at	the	address	below	if	you	want	to	receive	details	
of the relevant fraud prevention agencies. 

We and other organisations may access and use from other countries the information recorded by 
fraud prevention agencies. 

How to contact us 

On	payment	of	a	small	fee,	you	are	entitled	to	receive	a	copy	of	the	information	we	hold	about	you.	
If you have any questions, or you would like to find out more about this notice you can write to: 
Data	Protection	Liaison	Officer,	Customer	Relations	Office,	RSA,	Bowling	Mill,	Dean	Clough	Industrial	
Estate,	Halifax	HX3	5WA.		
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Royal & Sun Alliance Insurance plc (No. 93792). 
Registered in England and Wales at St Mark’s Court, 
Chart Way, Horsham, West Sussex RH12 1XL. 
Authorised and regulated by the Financial Services Authority.

PFS01039B	(12-13)

Royal & Sun Alliance Insurance plc (No. 93792).  
Registered	in	England	and	Wales	at	St.	Mark’s	Court,	 
Chart	Way,	Horsham,	West	Sussex,	RH12	1XL.	 
Authorised by the Prudential Regulation Authority and regulated by the 
Financial	Conduct	Authority	and	the	Prudential	Regulation	Authority. 
Calls may be recorded and monitored 
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