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Your Home Legal Policy
Your Home Legal policy provides legal advice and assistance if you have a dispute covered by this policy.

•	 Basic Home Legal – We will give you legal advice and help by writing letters, sending emails and talking to the other side 
to try to solve the problem. The cost of this help is paid for by your policy.

•	 Family Legal Protection – As well as advice and help, we will also pay legal costs for certain disputes if your case is likely 
to succeed, including representation and court proceedings. We will choose a solicitor to act for you and pay their legal 
fees directly.

Cover Provided

Period of Cover

Who is Covered

We will give you cover as stated on your policy schedule. This will be in line with the sections of this policy document, which are 
shown as operative on your schedule. Each section of this policy will show whether you have cover under that section based 
on the cover level you have opted for.

If you pay your premiums, cover is valid for duration stated on your policy schedule. 

This cover applies to the policyholder(s), their spouse or partner, and any other family member who permanently lives with 
them.

Legal costs for advice, correspondence, negotiation and issuing court proceedings

Legal costs for advice, correspondence and negotiation only (no cover for court proceedings)

Not included

The table below shows the cover provided, depending on whether you have Basic Home Legal or Family Legal Protection.

Product Cover and Benefits Basic Home Legal Family Legal Protection

Maxium Cover £25,000 Legal Expenses £100,000 Legal Expenses

Personal Insury Assistance

Contract Disputes

Property Disputes

Clinical Negligence

Identity Theft

Building Works Disputes

Employment Disputes

Jury Service Expenses

Court Proceedings
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Status Disclosure
This policy is underwritten by One Insurance Limited, Suite 913, Europort, Europort Road, Gibraltar, GX11 1AA, company number 
123555. 

One Insurance Limited is licensed and based in Gibraltar and is regulated by the Gibraltar Financial Services Commission 
(company number 123555) and subject to limited regulation by the Financial Conduct Authority and the Prudential Regulation 
Authority in respect of underwriting business in the UK (998980). 

One Insurance Limited is owned by directors who, in some cases, are also directors of One Call Insurance Services Limited and/
or Yoga Insurance Services Limited who may be your insurance broker. One Insurance Limited is part of the One Call Group 
and may also use the services of other firms within the group, such as One Call Claims Limited, an accident management 
company with delegated authority to handle claims on behalf of One Insurance Limited and OC Motors Limited, a network of 
repair centres.

In the first instance you will be referred to OCL Solicitors Limited, and they will assess your case and decide if they should act 
for you under the terms of the policy.  If they do and they can do so, then they will continue to act for you on the referred matter.  
If they cannot act for you for any reason, they will refer that to us, and we will advise them on who they should appoint to act.  
OCL have delegated authority to make decisions on whether cover is granted. OCL Solicitors is owned by individuals who are 
minor shareholders and directors in One Insurance Limited.   If you do not agree with OCL’s decision you should refer that to 
One Insurance following the complaints procedure outlined below.  

This policy is subject to the laws of England only, and both you and we agree to be bound by these laws and the jurisdiction of 
the English Courts of Law in case of any disputes between us.

Our Promise to You
To make it easier to understand, all the information we send to you will be written in plain English. We promise to be fair and 
reasonable whenever you need the policy to protect you and we will always act straight away to make sure everything is sorted 
out quickly for you.

Signed for and on behalf of One Insurance Limited

Craig Duwell
CEO, One Insurance Limited



Page 5

Definitions
Adverse costs Any costs you are ordered to pay by order of the court. These may include, for example, 

opponent’s solicitor’s fees, barrister’s fees, or expert’s fees

Civil Proceedings Cases heard in a civil court, tribunal, or arbitration in the UK, Isle of Man, or Channel 
Islands

Conditional Fee Agreement An agreement between you and a solicitor (or us and a solicitor) about how they will be 
paid.

Sometimes called a “no win, no fee” agreement.

Disbursements Expenses you or your solicitor pays to other people as part of dealing with your claim. 
These costs are not covered by this policy.

Examples: medical reports, expert witnesses, barrister’s fee

Home The house or flat shown on your policy certificate.

Insured Event A dispute, event or series of related events that occur during the period of insurance 
within the territorial limits.

Legal Action Steps taken to resolve a legal dispute, such as making a claim or (if you have Family 
Legal Protection) going to court

Legal Costs The fees and expenses for legal advice, raising and handling disputes through 
correspondence and negotiation, and (if you have Family Legal Protection) court 
proceedings. 

Legal Representative(s) A solicitor or firm we appoint to act for you.
If we agree in advance, this may be a solicitor you choose

Opponent The third party who caused the accident or dispute you are claiming against.

Proportional When deciding whether the legal costs are reasonable compared to the potential 
benefit of making a claim, we look at several things:
•	 Whether the expected legal costs are likely to be higher than the amount of 

money you could win from the other side.
•	 How valuable and complicated the case is.
•	 Where you and the other party involved are based.
•	 How cooperative or uncooperative the other party is being.
•	 Whether an average person, without legal expenses insurance, would choose to 

pursue the claim and pay the legal costs themselves.

Reasonable chance of success The solicitor believes there is a higher than 50% chance you will get a favourable 
judgment. Such as success in recovering money you are owed, successfully enforcing 
a court judgment or receiving more than the opponent originally offered.

Small Claims Court Limit The maximum claim value that can be dealt with in the small claims court. In England 
and Wales, this is currently:
•	 Standard money claims - £10,000
•	 Personal injury claims - £1,500
•	 House disrepair - £1,000

We/us/our One Insurance Limited

You/Your You, as the policyholder, your spouse or partner and any other family member who 
permanently lives with you.
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Need to Make a Claim?

In the event of a claim under this cover you must call our Claims team on 
the following number to report the incident 0203 738 7300

Our Commitment to the Environment
One Insurance Limited is committed to making less paper waste by asking our customers to read their insurance papers 
online. If you need a paper copy of your insurance documents, please get in touch with your insurance broker.

Territorial Limits
Except where we say otherwise your insurance applies in Great Britain and Northern Ireland, Isle of Man and The Channel 
Islands.

One Call Claims Limited are authorised to deal with all claims for One Insurance Limited. If you are not happy with the actions 
of One Call Claims Limited, please write to One Call Claims Limited, Jupiter, First Point, Balby Carr Bank, Doncaster, South 
Yorkshire, DN4 5JQ. One Call Claims Limited are Registered in the UK under registration number 04698407. 

Claims can only be made by you, your immediate family or anyone calling on your behalf.

To initiate a claim, please call the highlighted number. The team will validate your claim and take some information relating to 
the circumstances of your claim. The details will then be passed to OCL Solicitors, who will assess your case on the likelihood 
of success. Should your claim be accepted, OCL will continue to represent you, however if OCL are unable to represent you, we 
will do our best to find you alternative representation.

Your Claims Process – What Happens Step by Step

1.     Contact us to report the claim

This is what you can expect when you make a claim on your policy.

•	 You call One Call Claims on 0203 738 7300 as soon as you become aware of a potential legal claim.
•	 We will ask you to explain what happened and when.

2.     Decision on whether cover applies

•	 Please have ready: 
	o Date/time of incident, 
	o Police/crime reference (if any),
	o Photos, estimates, 
	o Invoices,
	o Details of any injuries,
	o Witness contact details, 
	o Expenses forms.
	o Copy of any correspondence from other insurers.
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•	 We will review your policy and then pass your claim to OCL Solicitors 
•	 The Solicitor will decide whether cover applies. 

After assessment one of the following things happens:

•	 Claim Accepted: 
	o For Basic cover, you receive advice, correspondence and negotiation only (If court proceedings are required, this 
cover will end).

	o For Family cover, you will receive advice, correspondence and negotiation in addition to funding full legal 
representation, including litigation, if required.

•	 Claim Declined: 
	o Claim falls under a specific exclusion.
	o Claim falls under a general exclusion.
	o General conditions have not been met.
	o There is not a reasonable chance that the case will be successful .
	o The opponent cannot be identified (This does not apply to identity theft under section 5).
	o You unreasonably delay reporting the claim.

3.     Solicitor appointment

•	 If cover applies, OCL Solicitors normally act.
•	 If the dispute is outside the jurisdiction of English and Welsh courts, your case may be referred to a specialist solicitor 

within that jurisdiction.
•	 If the case requires a specialist solicitor, OCL Solicitors will refer your case to a solicitor who specialises in that field.
•	 If court proceedings are necessary, or a conflict exists, you may choose your own solicitor, but they must:

	o 	Provide their hourly rates (The maximum we will pay is £150 per hour).
	o Provide an estimate of total costs.
	o Give an opinion on whether there is a reasonable chance the claim will be successful.

•	 This typically involves: 
	o Initial legal advice.
	o Correspondence with the opponent.
	o Negotiation to reach a resolution.
	o Under Family Legal – litigation, representation and court attendance.

4.     Legal work begins

•	 The aim is to secure a positive outcome, which may include:
	o Recovering money owed to you.
	o Enforcing an agreement or judgement.
	o Achieving compensation greater than the initial offer.
	o Resolving identity theft issues.

•	 Once the case concludes, legal costs are settled directly with the solicitor (Family legal).

5.     Achieving a positive outcome
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Section 1     Personal Injury Assistance
What is covered?

What is not covered?

Basic Home Legal Cover
If you’re injured because of an accident at home, in a public place, or at work — and it was partly or fully someone else’s fault 
— we will give you legal advice and help. This includes writing letters and trying to resolve the issue through negotiation. The 
legal costs to provide this advice and support is covered by your policy. However, this will not cover any work to issue, draft or 
commence any form of legal proceedings in the court.

Family Legal Protection
If you’re injured in the same way and your case is likely to succeed, we will pay the legal Costs to take formal legal action. We 
will appoint a solicitor to act for you and pay their fees directly.

We will not provide cover for:
•	 Injury or death which are caused gradually or are not caused by a specific event.
•	 Injuries caused by medical treatment or advice (see Section 4 – Clinical Negligence for separate cover).
•	 Claims for stress, emotional or psychological injury unless it was caused by physical harm.
•	 Any incident involving a vehicle, or a road traffic accident.

Basic Family

Examples:

You slip on an unmarked spill and hurt your wrist. 
•	 Basic Home Legal - We write to the store and negotiate compensation. We do not issue court proceedings.
•	 Family Legal – We can appoint a solicitor and issue court proceedings. 

Section 2     Contract Disputes                                                  Basic Family

What is covered?

What is not covered?

Basic Home Legal Cover
If you have a dispute about buying or hiring goods or services for your personal use, or you are defending a counter claim, we 
will give you legal advice and help. This includes writing letters and trying to resolve the issue through negotiation. The legal 
costs to provide this advice and support is covered by your policy.  However, this will not cover any work to issue, draft or 
commence any form of legal proceedings in the court. 

Family Legal Protection
If you have the same type of dispute and your case is likely to succeed, we will pay the legal costs to take formal legal action. 
We will appoint a solicitor to act for you and pay their fees directly.

We will not provide cover for:
•	 Disputes involving work ordered by a government, public, or local authority.
•	 Costs you’ve paid to remove squatters.
•	 Any property dispute between tenant and landlord.
•	 Disputes caused by subsidence, heave, landslip, mining, or quarrying.
•	 Disputes related to your business, trade, or profession.

Examples:

You buy a sofa that arrives damaged. 
•	 Basic Home Legal – We send a letter to the retailer to demand a refund or repair. We do not issue court proceedings.
•	 Family Legal - We can appoint a solicitor and issue court proceedings..
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Section 3     Property Disputes                                                  Basic Family

What is covered?

What is not covered?

Basic Home Legal Cover
If you have a dispute that affects your ability to enjoy your home — such as nuisance or trespassing by others — we will give 
you legal advice and help. This includes writing letters and trying to resolve the issue through negotiation. You must either own 
or rent the property. The legal costs to provide this advice and support is covered by your policy.  However, this will not cover 
any work to issue, draft or commence any form of legal proceedings in the court.

Family Legal Protection
If you have the same type of dispute and your case is likely to succeed, we will pay the legal costs to take formal legal action. 
We will appoint a solicitor to act for you and pay their fees directly.

We will also cover legal costs to claim compensation if someone causes physical damage to your home. The damage must 
have happened after you bought this cover, and you must either own or rent the property.

We will not provide cover for:
•	 Costs you’ve paid to remove squatters.
•	 Any property dispute between tenant and landlord.
•	 Disputes involving work ordered by a government, public, or local authority.
•	 Disputes caused by subsidence, heave, landslip, mining, or quarrying.
•	 Disputes related to your business, trade, or profession.

Examples:

Your neighbour erects a fence 30 cm into your garden. 
•	 Basic Home Legal - We write letters demanding it be moved. We do not issue court proceedings.
•	 Family Legal - We can appoint a solicitor and issue court proceedings.

Section 4     Clinical Negligence                                                  Basic Family

What is covered?

What is not covered?

Basic Home Legal Cover
If you suffer an injury or death because of clinical negligence — such as a mistake made by a doctor, nurse, or medical 
professional — we will give you legal advice and help. This includes writing letters and trying to resolve the issue through 
negotiation. The cost of this advice and support is covered by your policy. However, this will not cover any work to issue, draft 
or commence any form of legal proceedings in the court. 

Family Legal Protection
If your case is likely to succeed, we will pay the legal costs to take formal legal action for compensation. We will appoint a 
solicitor to act for you and pay their fees directly.

We will not provide cover for:
•	 Medical mistakes or treatment that happened before your cover started.
•	 Claims about incorrect diagnosis unless there is clear independent evidence of the incorrect diagnosis and that this has 

caused you loss or further avoidable medical issues.
•	 Claims for stress, emotional or psychological injury unless it was caused by physical harm.

Examples:
You believe a clear medical error occurred during treatment.
•	 Basic Home Legal – You provide us with medical records and independent evidence, we advise you, and seek early resolution. 

We do not issue court proceedings.
•	 Family Legal - We can appoint a solicitor and issue court proceedings if the evidence supports your claim.
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Section 5     Identity Theft                                                                                                           Basic Family

What is covered?

What is not covered?

Basic Home Legal Cover
If someone steals your identity and you need help, we will give you legal advice and support. This includes writing letters and 
trying to resolve the issue through negotiation. 

We can help you:
•	 Defend a claim made against you by a bank, shop, or debt collector.
•	 Remove criminal judgments made in your name.
•	 Challenge incorrect or incomplete information on your credit report.
•	 Create documents to help prove your identity.

The cost of this advice and support is covered by your policy. However, this will not cover any work to defend you if the case 
goes to court.

Family Legal Protection
If your case is likely to succeed, we will pay the legal costs to defend your legal rights in a case against you. This includes the 
same support as above, and we will appoint a solicitor to act for you and pay their fees directly.

We will not provide cover for:
•	 You have not been a victim of identity fraud.
•	 You didn’t take reasonable steps to protect yourself from identity fraud.
•	 The fraud was caused by you, your family, or anyone else who lives with you.
•	 You lost money from a bank or similar financial institution that refuses to refund the loss.
•	 You are claiming for anything other than legal expenses (e.g. lost money or time).
•	 Disputes related to your business, trade, or profession.

Examples:

Someone opens a fraudulent account in your name.
•	 Basic Home Legal - We write to lenders to dispute the debt and correct your records. We do not represent you if the case 

goes to court.
•	 Family Legal - We can appoint a solicitor and defend you to remove the liability.

Section 6     Building Works Disputes                                                  Basic Family

What is covered?

Basic Home Legal Cover
If you have a dispute about building, extending, renovating, or making changes to your home, we will give you legal advice 
and help. This includes writing letters and trying to resolve the issue through negotiation. The cost of this advice and support 
is covered by your policy. However, this will not cover any work to issue, draft or commence any form of legal proceedings in 
the court. 

Family Legal Protection
If your case is likely to succeed, we will pay the legal costs to take formal legal action. This includes the same support as 
above, and we will appoint a solicitor to act for you and pay their fees directly.
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What is not covered?

We will not provide cover for:
•	 Disputes involving work ordered by a government, public, or local authority.
•	 Property disputes between tenants and landlords.
•	 Any dispute where the contract value is more than £50,000.
•	 Contracts you entered into before this cover started.
•	 Disputes related to your business, trade, or profession.

Examples:

A boiler is poorly installed and leaks.
•	 Basic Home Legal - We write to the installer demanding repairs or reimbursement. We do not issue court proceedings.
•	 Family Legal - We can appoint a solicitor and issue court proceedings to pursue damages.

What is covered?

Basic Home Legal Cover
This section is not included under Basic Home Legal Cover.

Family Legal Protection
If your case is likely to succeed, we will pay the legal costs to take formal legal action. This includes:
•	 Disputes about unfair dismissal.
•	 Breaches of your legal rights under employment law.
•	 We will appoint a solicitor to act for you and pay their fees directly.

Excess: There is a £250 excess for employment disputes claims

Section 7     Employment Disputes                                                                                            Basic Family

What is not covered?

We will not provide cover for:
•	 Any disciplinary or grievance procedures at work.
•	 Disputes that started before or within the first 30 days of your cover (unless you had similar cover immediately before).
•	 Negotiating the terms of a settlement agreement.
•	 Disputes where the breach of contract happened or continued after your employment ended.

Examples:

You believe you were unfairly dismissed and want advice.
•	 Basic Home Legal – Basic Home Legal does not provide any cover for employment disputes.
•	 Family Legal - We can appoint a solicitor and issue court proceedings once you pay the £250 excess.
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What is covered?

Basic Home Legal Cover
This section is not included under Basic Home Legal Cover.

Family Legal Protection
If you lose income because you are off work to attend jury service, we will pay:
•	 £100 per day,
•	 Up to a maximum of £1,000 per claim.

Example: If you earn £150 per day but receive £64.95 jury allowance, we will pay £100 (the maximum), not the full difference.

Section 8     Jury Service Expenses                                                                                            Basic Family

What is not covered?

We will not provide cover for:
•	 Jury service costs that can be claimed back from your employer or the court.
•	 Any amount over £100 per day or more than £1,000 in total.
•	 Travel costs, food, or other expenses from attending court.

Examples:

You lose earnings while serving on a jury.
•	 Basic Home Legal – Basic cover does not include jury service expenses.
•	 Family Legal - We pay up to £100 per day, up to £1,000 per claim.

Advice Helpline

We will provide you with access to a telephone helpline to discuss:

•	 Policy excess recovery.
•	 Personal injury compensation.
•	 Recovery of any out-of-pocket expenses i.e. loss of earnings.
•	 Any consequential loss.

Section 9     Legal Advice Helpline                                                                                          

Personal Injury Advice

Our personal injury advice helpline will help to make sure that if you are injured because of an accident at home, in a public 
place or at work, and where the negligence of a third party was the sole or contributing factor to your injury or loss, you will 
have access to our specialist solicitors who are ready and waiting to tell you about your legal rights.

After speaking to our UK-based 24-hour helpline on 0203 738 7300, we can work out whether you have a personal injury 
case or other legal dispute that our specialist solicitors can give advice on. If we refer you to our panel of solicitors, they will 
talk about the case with you and give you relevant initial advice on making a claim. If they think there is a reasonable chance 
of success then the solicitor may offer to act for you in pursuing your claim against the third party. The solicitor will, at this 
time, tell you about their appointment terms and conditions.

If your only claim is for uninsured losses other than personal injury, then we will decide if cover under Section 1 should be 
provided.



Page 13

Fraud, Misrepresentation

We will not make a payment where:
•	 You fail to reveal or hide a fact likely to influence whether we accept your proposal, your renewal or any adjustment to your 

policy.
•	 You fail to reveal or hide a fact likely to influence the cover we provide.
•	 We reasonably believe any claim or part of any claim you make to be false, fraudulent, exaggerated or where you’ve 

deliberately misled us or an authorised representative.

If this happens, all cover under this insurance will be cancelled from the date of the fraud or misrepresentation and we will not 
pay any benefit under this policy or return any premium to you. If we have made a payment to you that we shouldn’t have, you 
will have to pay it back to us. 

General Exclusions
We will not cover damage or loss because of any of the following:

•	 If the insured event happened outside of the period of insurance.
•	 Except where a specific section states otherwise, we do not cover disputes where the opponent is a public body (This 

does not apply to clinical negligence under section 4).
•	 If you have Family Legal cover, we will only fund legal action if the solicitor believes there is a reasonable chance of 

success .Any disbursements paid by you or your solicitor.
•	 The person or company you are claiming against cannot be found or identified.
•	 You do not give us or your solicitor the information or help we need.
•	 Legal costs were not agreed with us in writing or go over the amount we approved.
•	 Legal costs were caused by unnecessary letters or actions or could be claimed from someone else (like a court or the 

other party).
•	 The claim is against us or your solicitor.
•	 You are applying for a Judicial Review (a legal challenge to a decision).
•	 You start an appeal without our written permission.
•	 The dispute is only about how much legal costs should be.
•	 Your home insurer has cancelled, rejected, or voided your policy.
•	 The claim is due to something you did deliberately or recklessly.
•	 The legal costs are not reasonable compared to the benefit you are likely to get.
•	 If your claim is under the small claims court limit (currently £10,000), we won’t pay legal costs that are higher than the 

amount you’re claiming.
•	 Any costs for legal assistance for any issue not specifically mentioned as being included.
•	 Any dispute between you and a family member.
•	 Any dispute between you and someone you live with or have lived with.
•	 Any dispute resulting from an illegal act committed by you or someone you live with.
•	 Any dispute related to tax, divorce, wills or probate.
•	 Disputes arising from online activity, including social media or digital defamation,
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General Conditions
You must comply with the following policy conditions to have the benefit of protection under this policy. 

Reporting the claim

•	 You must tell us as soon as possible if there are any changes that could affect your cover, such as a change of address, 
employment status, or household members.

•	 You must report the claim as soon as reasonably possible and give us any information we need. 
•	 If you wait too long and it affects your chances of winning the case, you will not be covered. 
•	 To report a claim, you must follow the instructions under ‘Need to Make a Claim.’

Reporting the claim

•	 We will appoint a legal representative to act on your behalf.
•	 If the appointed preferred law firm can’t negotiate settlement of your claim and it is necessary to go to court and legal 

proceedings are issued or there is a conflict of interest, then you may choose a law firm to act as the legal representative.
•	 If we agree to appoint a firm which you have chosen, then you must immediately instruct your professional advisor to 

provide us with their views on whether there is a reasonable chance of success, their hourly rate and estimate of total 
costs in pursuing your claim. 

•	 We’ll set limits on legal costs. If you win your case and get costs back, you must try to recover them or ask your solicitor to 
do so.

•	 The most we will pay a law firm chosen by yourself is £150 per hour.
•	 Your appointed legal representative must cooperate with us at all time.
•	 We may investigate the claim and take over the legal action in your name (with your permission, which you must not 

unreasonably refuse).
•	 You must supply all information requested by the legal representative and us.
•	 You must reply to messages, share information, and attend meetings or hearings when asked.
•	 If you stop the legal action without our permission or you do not co-operate fully with the solicitor:

	o We will not pay any more costs.
	o You will have to pay any legal costs.
	o You will need to repay any costs we have already covered.

Reasonable chance of Success

•	 We may not accept your claim if the below conditions are not met:
	o Proportionality: the legal costs of your claim are not more than the amount that you are likely to receive if you win.
	o Reasonable chance of success: your claim has at least a 51% chance of being successful.

•	 If you and we cannot agree about whether it is worth making or continuing a claim you can get a legal opinion of your own. 
You will have to pay any costs involved in getting that advice, but we will refund those costs to you if the advice is that there 
is at least a 51% chance of your claim being successful. We will also take that advice into account (as well as any advice from 
our authorised professional) when deciding whether to agree to cover your claim, although we will not be bound by it.

What Your Solicitor Must Do

Your solicitor must:
•	 Give us a clear view of your chances of winning.
•	 Keep us updated on progress and costs.
•	 Tell us about any offers to settle or payments into court.

If you reject an offer against our advice, we may stop covering legal costs unless we agree to continue.
•	 Send us bills for review if we ask.
•	 Try to recover legal costs from the other party.
•	 Wait until the case is finished before billing us.
•	 Change if we ask, in case of a dispute over costs.
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Other Insurance

If any loss, damage or liability covered by this insurance is also covered by another insurance policy, we will only pay our
share.

How we Will Settle Your Claim

If you do not provide information or documentation that we have asked for, we may not pay your claim.

You must tell us if anyone makes a payment into court or offers to settle your claim, and you must get our written agreement 
before accepting or declining any offer. You must also get our permission before making any offer to settle your claim.
If you do not accept a court payment or any offer which the authorised professional and we consider to be reasonable, we may 
refuse to pay any further legal costs.

Cancellation

If you want to cancel your insurance, you need to contact your insurance broker.

You can cancel this policy within 14 days of taking it out and where no claims have been made, a full refund will be given. No 
refund of premium will be given after this period or where a claim has been made against your policy.

We, or your agent or broker, may cancel this insurance: 
•	 From the start date if you do not pay your premium. 
•	 By giving you seven days’ notice in writing at the address you gave us last. The insurance will end straight after the seven 

days’ notice runs out. 
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Step 2

We ask that you contact the appropriate company during the following hours of 9:00am to 5:30pm Monday to Friday:

•	 If you would like to lodge a complaint regarding the selling of an insurance policy, the first step is to contact your insurance 
broker.

You can complain to an approved dispute resolution facility run by the Financial Ombudsman Service, when you receive our 
final resolution or 8 weeks from the date you told us that you were not satisfied.

Financial Ombudsman Service
Exchange Tower
Harbour Exchange Square
London
E14 9SR

Please include a copy of the Final Response that we have issued to you with your policy number. If you would like to make a 
complaint via the Financial Ombudsman Service, then this must be made within 6 months of our final response. This will not 
affect your legal rights. Further information is available at http://www.financial-ombudsman.org.uk.

We will try to resolve your complaint within 24 hours of receiving it. If this is not possible, we will tell you we have received your 
complaint within 5 working days. A written final resolution letter will be sent to you when all of the investigations are complete 
and within 8 weeks of receiving your complaint. At this point, we will close our file. If you are still not satisfied, please go to 
step 2.

Selling Complaints Terms & Conditions Complaints Claims Complaints

Contact your insurance broker The Complaints Handling Manager
One Insurance Limited
Suite 913 Europort
Europort Road
Gibraltar
GX11 1AA

The Complaints Handling Manager
One Call Claims Limited
Jupiter, First Point
Balby Carr Bank
Doncaster
DN4 5JQ

Step 1

Complaints
Mistakes do happen. If you think we have let you down, we will investigate and fix things you are worried about. You can make 
a complaint free of charge and we will do our best to try and sort out the problem.

•	 If you would like to lodge a complaint regarding the handling of a claim, the first step is to contact our appointed claims 
handler (i.e. One Call Claims): 0203 738 7306

•	 If you would like to complain in relation to the terms and conditions of the policy cover, the first step is to contact us: 01302 
495810 (Gibraltar)

All staff have been trained to provide a high level of service and will try to resolve any matter where possible. If the advisor is 
unable to reach a satisfactory resolution for you, they will refer you to the appropriate line manager who will also try to resolve 
your complaint. You can also register your complaint to a complaints handling manager directly:
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Data Protection

FSCS

We are fully committed to ensuring that your data is protected. We comply with Data Protection Laws and apply high levels of 
security when processing your data.

Full information about how we handle and process your data can be found in our Data Protection Notice which we highly 
recommend you read. The notice is sent along with your policy documents.

If you require a copy of the Data Protection Notice or if you have any questions about how we handle and process your data, 
please contact our Data Protection Officer at DPO@One-Insurance.co.uk or alternatively write to us at Data Protection Officer, 
One Insurance Limited, Suite 913, Europort, Europort Road, Gibraltar, GX11 1AA.

If we cannot meet our liabilities, you may be entitled to compensation from the Financial Services Compensation Scheme. 
Claims for compulsory insurance, such as third-party motor insurance, are covered in full.

Any claims made to the Financial Services Compensation Scheme for non-compulsory (optional) insurance are covered up to 
90% of the value of the claim submitted.

You can get more information from the Financial Services Compensation Scheme at www.fscs.org.uk or by calling: 020 7741 
4100.



This policy is underwritten by ONE Insurance Limited, Suite 913, Europort, Europort Road, Gibraltar, GX11 1AA, company number 
123555.
 
One Insurance Limited is licensed and based in Gibraltar and is regulated by the Gibraltar Financial Services Commission 
(company number 123555) and subject to limited regulation by the Financial Conduct Authority and the Prudential Regulation 
Authority in respect of underwriting business in the UK (998980)


