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1. What is the purpose of this document? 

This document sets out important information about who we are, the services we provide, the terms on which we agree to 
act for you and details of our statutory and regulatory duties. 

It is important that you read this document carefully as it contains details of our statutory responsibilities and your 
contractual obligations.  If there is anything that you do not understand you should inform us otherwise we will assume you 
are providing informed consent to these terms. 

References in this document to ‘we’, ‘us’, and ‘our’ shall mean Arthur J. Gallagher Insurance Brokers Limited and references 
to ‘insurers’ shall include insurers, underwriters, managing agents and, where applicable, reinsurers with whom we place 
business. 

2. Who are we? 

Your Coach Travel Company is an Appointed Representative of Arthur J. Gallagher Insurance Brokers Limited which is a 
company incorporated in Scotland (registered number SC108909) whose registered office is at Spectrum Building, 55 
Blythswood Street, Glasgow G27AT. You can find out more about us at www.ajginternational.com.  

3. Who regulates us? 

We are authorised and regulated by the Financial Conduct Authority (FCA). The FCA is the independent watchdog that 
regulates the provision of financial services. Our registration number is 311786. We are permitted by the FCA to act as a 
general insurance intermediary, to arrange credit and collect payments. You can check these details by visiting the FCA’s 
website (www.fca.org.uk/register) or by contacting the FCA on 0800 111 6768. 

4. Whose products do we offer? 

We only offer a product from a single insurer, full details of which can be found on the attached insurance policy document.  

5. Which service will we provide you with? 

We will be acting on a ‘non-advised’ basis; this means that we are happy to offer you information about the features and 
benefits of our products and services so you can decide which of these best suits your requirements. We are acting as the 
agent of the insurer and this is why we will not be making a recommendation to you about which insurance you should 
select. 

6. How are we paid for our services 

We are paid by way of Brokerage/commission, which is a percentage of the insurance premium paid by you. 

Details of any fees/charges will be declared to you in advance of them being incurred so that you are able to make an 
informed decision. Unless we specifically agree otherwise, brokerage/commission and fees are earned when we arrange an 
insurance policy for you, or in the case of any other service when we commence providing that service to you. This means 
that if the insurance policy is subsequently terminated, amended or cancelled, you may not get back the full amount you 
paid, subject to any statutory cooling off rights you may have.  

Upon request, we will be pleased to provide details of any income we are due or have received as a result of placing your 
business. 

7. Conflicts of Interest 

Circumstances may arise where we have a conflict of interest between us (including our managers, employees or agents) or 
another of our group companies and you, or between you and another of our clients. We always aim to treat you fairly and 
avoid conflicts of interest. We never deliberately put ourselves in a position where our interests, or our duty to another party, 
prevent us from discharging our duty to you. 

8. Your policy documentation 

You will receive written terms and conditions of any insurance policy we arrange for you. Please check these documents 
and advise us as soon as reasonably practicable if the terms of the cover arranged are not in accordance with your 
requirements. Please pay special attention to the claims notification provisions and to any warranties and conditions as any 
failure to comply with these terms may invalidate your cover. 

9. Your right to cancel 

You have 14 days from the date you received your policy document to cancel the policy and receive a refund of premium 

provided you have not taken a trip, made a claim or intend making a claim.  Cancellation by you at any other time will mean 
you are not entitled to a refund of premium. 

http://www.ajginternational.com/
http://www.fca.org.uk/


 

 

Arthur J. Gallagher Insurance Brokers Limited is authorised and regulated by the Financial Conduct Authority. Registered Office: 
Spectrum Building, 7th Floor, 55, Blythswood Street, Glasgow, G2 7AT. Registered in Scotland. Company Number: SC108909. 

10. What to do if you have a complaint 

You should contact the Travel Manager in the first instance who will try to resolve your complaint within three working days. 
In writing:        Arthur J. Gallagher Insurance Brokers Limited, Temple Circus House, Temple Way, Bristol, BS1 6HG 
By Telephone: 0117 338 1025 

We are committed to delivering the highest standards of customer care and we have procedures in place to investigate 
complaints. We undertake to: 

 Try and resolve the complaint within 3 working days and write to you confirming if we have done so; 

 Acknowledge any formal complaints promptly; 

 Respond fully to your concern or complaint within four weeks or less. If for any reason this is not possible, we will write to 
you to explain why we have been unable to conclude the matter quickly. If we have been unable to resolve your 
complaint in eight weeks, we will write to you explaining the reason as to why this has not been possible. We will also 
advise you of your right to refer your complaint to the Financial Ombudsman Service (if applicable). 

Financial Ombudsman Service  

If you still feel that we have not been able to resolve the matter to your satisfaction, after this process you may have the right 
(subject to eligibility) to refer your complaint to the Financial Ombudsman Service; the address is: 
The Financial Ombudsman Service 
Exchange Tower 
London E14 9SR 
Telephone: 0800 0234 567 (from landline) 0300 1239 123 (from mobile) 
Email: complaint.info@financial-ombudsman.org.uk 

Whether or not you make a complaint to us and/or refer your complaint to the Financial Ombudsman Service, your statutory 
right to take legal action will not be affected.  

Online Dispute Resolution Platform 

The European Commission has established an Online Dispute Resolution Platform (ODR Platform) 
http://ec.europa.eu/consumers/odr that is specifically designed to help EU consumers who have bought goods or services 
online from a trader based elsewhere in the EU and subsequently has a problem with that online purchase. The ODR 
platform will refer your complaint to the Financial Ombudsman Service which will then pass it on to Arthur J. Gallagher. 

11. Are we covered by the Financial Services Compensation Scheme (FSCS) 

 You may be entitled to compensation from the Financial Services Compensation Scheme (‘FSCS’) should we be unable to 
meet our obligations and subject to eligibility. Details of the circumstances in which you can make a claim – and instructions on 
how to do so – can be found on the FSCS website: http://www.fscs.org.uk. Separately, your insurer and or you may be 
covered by a different compensation scheme. 

12. How your money is handled  

In our role as intermediary between you and your insurer, we may hold money either paid by you to be passed on to your 
insurer or paid to us by your insurer to be passed on to you. For your protection, money received from you, or money to be 
paid to you, will be held by us in accordance with FCA rules.  

Where we have an agreement with your insurer to hold money as their agent, any premiums you pay to us are treated as 
having been received by the insurer as soon as they are received by us. Claims payments and/or premium refunds are 
treated as received by you when they are actually paid to you. Where we receive monies as agent of your insurer, we can 
only deal with that money in accordance with the instructions of the insurer. This means that, for example, if you want us to 
return such monies to you, we can only do so with the agreement of the insurer. 

Where we do not have an agreement with your insurer to hold money as their agent, we will hold premiums you pay to us as 
your agent. Money we receive from your insurer which is payable to you will be your property whilst we hold it. Money we hold 
as your agent is referred to as “Client Money’. FCA rules require us to keep Client Money separate from our own money. We 
hold Client Money with an approved bank, segregated in a client account subject to a Non-Statutory Trust (“NST”). The aim of 
the NST is to protect you in the event of our financial failure. 

13. How we use your data 

Arthur J. Gallagher Insurance Brokers Limited is the data controller of any personal information you provide to us or personal 
information that has been provided to us by a third party.  We collect and process information about you in order to arrange 
insurance policies and to process claims. Your information is also used for business purposes such as fraud prevention and 
detection and financial management. This may involve sharing your information with third parties such as insurers, reinsurers, 
other brokers, claims handlers, loss adjusters, credit reference agencies, service providers, professional advisors, our 
regulators, police and government agencies or fraud prevention agencies.  

We may record telephone calls to help us monitor and improve the service we provide.   For further information on how your 
information is used and your rights in relation to your information please see our privacy notice at 
www.ajginternational.com/privacy-policy.  If you are providing personal data of another individual to us, you must tell them 
you are providing their information to us and show them a copy of this notice. 
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