
DATA PROTECTION AND CONFIDENTIALITY15

RETENTION OF DOCUMENTATION12

MARKET SECURITY13

CANCELLATION OF INSURANCE14

We will maintain records of the insurance contract(s) we arrange on your
behalf. It is our policy to keep placing and claims records in accordance with
best practice within the insurance industry. We will automatically destroy
records after these periods unless you ask us to do otherwise. We are happy
to provide this service free of charge for as long as you are our client.

In selecting security, a wide variety of factors are taken into account
including the financial statements of the insurer in question. Even so, we
cannot guarantee the future ability of any insurer to meet the policyholder
obligations and therefore the final decision on the suitability of any insurer
rests with you. If you have any concerns about the security offered, please
contact us immediately.

You should make any request for the cancellation of a policy in writing and
any relevant certificate of insurance must be returned to us or to the insurer
concerned. The terms of your policy may allow insurers to retain the
premium in full or to charge short-period premiums in the event of
cancellation before the policy expires.

‘COOLING-OFF’ PERIOD17

This paragraph is relevant ONLY to clients who are private that are not
acting solely for the purpose of their own business and for policies of more
than one month’s duration.
There is a ‘cooling off’ period of 14 days after the contract is concluded or
from the date the contractual terms and conditions are received by you,
whichever is later. If you do not want to continue with the insurance, you
may cancel your cover within the period and receive a full refund less any
charge made by insurers (as long as you have not made any claims).

CONFLICT OF INTERESTS18

Occasions can arise where we or one of our clients or product providers may
have a potential conflict of interest with business being transacted for you. If
this happens and we become aware that a potential conflict exists, we will
write to you and obtain your consent before we carry out your instructions
and detail the steps we will take to ensure fair treatment.
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TERMINATION OF AUTHORITY19

Subject to your immediate settlement of any outstanding premiums and fees,
you may instruct us to stop acting for you and we will not impose a penalty.
Notice of this termination must be given in writing and will take effect from
the date of receipt. Unless otherwise agreed in writing, if our relationship
ends, any transactions previously initiated will be completed according to
these Terms of Business. You will be liable to pay for any transactions
concluded prior to the end of our relationship and we will be entitled to
retain commission received for conducting these transactions together with
all fees charged by us for services provided. In the circumstances where we
feel we cannot continue providing services to you we will give you a
minimum of 14 days notice.

GOVERNING LAW20

Robinson Buckley Insurance Brokers Limited undertake its activities as an
insurance intermediary in accordance with the Laws of England and Wales
and any disputes will be governed by and construed in accordance with the
Laws of England and Wales.

will handle your complaint, tell you what you need to do and how your
complaint is progressing.
If you are still not satisfied, you may be entitled to refer the matter to the
Financial Ombudsman Service (except in the case of a business with a group
annual turnover and/or an annual balance sheet total of Euros 2m or more
and employ ten people or more, a charity with an annual income of £1m or
more or trustees of a trust with a net asset value of £1m or more).
We are covered by the Financial Services Compensation Scheme (FSCS). You
may be entitled to compensation from the scheme if we cannot meet our
obligations. This depends on the type of business and the circumstances of
the claim. Insurance advising and arranging is covered for 90% of the claim
without any upper limit. For compulsory classes of insurance (such as Third
Party Motor or Employers Liability), insurance advising and arranging is
covered for 100% of the claim, without any upper limit. Further
information about compensation arrangements is available from
the FSCS on 020 7892 7300 or www.fscs.org.uk.

If we act on behalf of an insurer in negotiating and settling claims we will
inform you that we will be acting on behalf of the insurer, not yourselves
before your insurance arrangements are concluded and again at the point
of claim.

ToB 010110

Robinson Buckley Insurance Brokers Limited
Robuck House, Brighton Road, Godalming, Surrey GU7 1NS

Telephone: 01483 426300  Facsimile: 01483 426123
www.robinsonbuckley.co.uk

E-mail: info@robinsonbuckley.co.uk

Authorised and Regulated by the Financial Services Authority

Company registered in England and Wales number 01334524

COMPLAINTS AND COMPENSATION16

If at any time you are unhappy with our services, you should write to,
telephone or e-mail our Managing Director giving details of your complaint.
We will deal with any complaint swiftly and fairly.
If you make a complaint, we will acknowledge it promptly, explain how we

We will process any personal information we obtain in the course of
providing our services to you in accordance with the Data Protection Act
1998. In administering your insurances it will be necessary for us to pass
such information to insurers and other product or service providers which
may also provide us with business and compliance support.
We may also disclose details to relevant parties, as necessary, to comply with
regulatory or legal requirements. We will not otherwise use or disclose the
personal information we hold without your consent.
Some of the details you may be asked to give us, such as information about
offences or medical conditions, are defined by the Act as sensitive personal
data. By giving us such information you signify your consent to its being
processed by us in arranging and administering your insurances.
Subject to certain exceptions, you will be entitled to have access to your
personal and sensitive personal data. If at any time you wish us to cease
processing any of your personal data or sensitive personal data we hold, or
to cease contacting you about products and services, please write to our
Managing Director.



CLAIMS11

It is essential that we or insurers, as detailed in your policy document, are
notified immediately of any claims, or circumstances which could give rise to
a claim. When you notify us, you must include all material facts concerning
the claim. Your policy wordings will describe in detail the procedures and
conditions in connection with making a claim.
We will provide a claims handling service for as long as you remain a client
of Robinson Buckley Insurance Brokers Limited and we will employ due care
and skill if we act on your behalf in respect of a claim.
Settlement of claims will be dependent upon collection from insurers. Part
payments may be made during the collection process but we cannot be
responsible for the wrongful non-payment or delay by insurers in paying
any claim.
It is your duty to ensure that statements made on the claim form are correct.
Failure to comply with this obligation may result in all or part of a claim not
being paid.

OUR SERVICE2

THE FINANCIAL SERVICES AUTHORITY1

DUTY OF DISCLOSURE (what you must tell us)5

PAYMENT OF PREMIUM8

INFORMATION ABOUT THE PROPOSED INSURANCE6

CONFIRMATION OF COVER7
INSTRUCTIONS3

PROPOSAL FORMS4

Our role is to advise you and make a suitable recommendation after we
have assessed your needs. In situations where we are able to arrange
insurance for you but do not offer advice, we shall confirm the position to
you in writing. We will not in any circumstances act as an insurer nor
guarantee or warrant the solvency of any insurer. It is our aim to treat our
clients fairly at all times.
We select personal and commercial insurances from a range of insurers, but
for certain products, we may only deal with a single insurer or select from a
limited number of insurers. We will give you further information about this
before we finalise your insurance arrangements.

To avoid any misunderstandings, please provide your instructions to us in
writing (by letter, e-mail or facsimile). In urgent cases, we will of course
accept verbal instructions but request that they are confirmed in writing as
soon as possible.

For certain classes of insurance, we will ask you to complete a proposal form
or Statement of Facts. As your insurance broker, we are happy to provide you
with advice on completing the form but we cannot complete it on your
behalf. Please pay particular attention to any declarations you may be asked
to sign and to your duties of disclosure (see below) as it is essential that we
and/or the insurers are informed of all material facts before placing any
cover on your behalf. Information is material if it would affect the insurer’s
estimate of the risk involved or if the misrepresentation/non-disclosure
induces the insurer to enter into the contract of insurance on particular terms.

(a) As a proposed insured, it is your responsibility to disclose all material
information to insurers when obtaining cover, whether or not proposal
forms are applicable or completed.

(b) If any material information is omitted or misrepresented, insurers have
the right to void the policy and return the premium. This means there is
no longer an insurance policy and no claims will be paid. It is therefore
extremely important that you take care when providing information to

We will:
(a) provide you with comprehensive information early enough for you to

make an informed decision about the insurance being proposed;
(b) explain to you the differences in and the relative costs of the types of

insurance that we think will suit your needs;
(c) explain the key features of the insurance proposed including;

— the essential cover and benefits
— any significant or unusual restrictions, exclusions, conditions or

obligations
— the period of the cover;

(d) inform you if we are unable to match your requirements, and explain the
differences between those requirements and the insurance that we are
proposing.

We will provide you with policy documents and/or certificates and/or cover
notes and/or written confirmation that cover has been put in place, including
the terms of the insurance(s) and the insurers involved. These will be sent to
you within 7 working days for personal insurances and within 30 calendar
days for all other clients.
We expect you to review all information upon receipt and to let us know
immediately if the details of the cover or the participating insurers do not
meet with your approval, or do not reflect the instructions previously given to
us and particularly if any cover you require is excluded. Particular attention
should be paid to any warranties and conditions as failure to comply with
them could invalidate your policy and result in claims not being paid.

Full payment of premium and fee, if applicable, is due before cover
commences, or as otherwise stated under Terms of Credit or in the invoice or
statement issued to you.

HANDLING MONEY10

Our financial arrangements with most insurance companies are on a ‘risk
transfer’ basis. This means that we act as agents of the insurer in collecting
premiums and handling refunds due to clients. In these circumstances such
monies are deemed to be held by the insurer(s) with which your insurance is
arranged. You will be notified if risk transfer does not apply and such monies
will then be held by us in a non-statutory trust account pending payment.
The establishment of the non-statutory trust account follows the rules which
the FSA introduced to protect money held by authorised intermediaries.
However, you should be aware that, under the non-statutory trust account
rules, we are permitted to use such monies temporarily held to advance
credit to clients generally. A copy of the Deed of Trust is available on request
or may be inspected at our premises during normal office hours. If you object
to your money being held in a non-statutory trust account you should advise
us immediately. Otherwise, your agreement to pay the premium together
with your acceptance of these Terms of Business will constitute your
informed consent to our holding your money in a non-statutory trust
account. Interest earned on monies held in such a non-statutory trust
account will be retained by us.

enable the insurers to consider the risk, regarding the accuracy and
completeness of that information.

(c) The duty of disclosure arises when the insurance is first taken out and
also every time you renew or amend it. The policy also includes a
requirement to advise the insurer of changes throughout the term of
the policy.

(d) You must inform us immediately if you need to make mid-term changes
to your policy so that we can obtain approval of the changes from the
insurers and any further information required.

IF YOU ARE UNSURE WHETHER A FACT IS MATERIAL OR NOT, IT MUST
BE DISCLOSED.

continued overleaf

This document sets out our commitment to you as our client and sets out
the principles we follow in doing business with you. Robinson Buckley
Insurance Brokers Limited is authorised and regulated by the Financial
Services Authority (FSA), under registration number 304147. This means we
are committed to providing a high standard of professional service in our
permitted business of advising, arranging, dealing as agent and assisting in
the administration and performance of general insurance contracts.
You may check this on the FSA’s register by visiting the FSA website,
www.fsa.gov.uk/register/ or by contacting the FSA on 0845 606 1234.
If you have any questions about the contents of this document or
have any questions regarding our relationship with you, please
contact our Managing Director who will be pleased to assist you.

COSTS AND REMUNERATION9

We:
(a) will provide details of the premium showing any fees, taxes and charges

separately from the premium before your insurance arrangements are
concluded;

(b) may impose a fee of £25 in addition to the premium required by the

insurer for duplicate documentation, mid-term changes, new business,
renewals, etc.

(c) are normally paid for arranging the insurance in the form of commission
or brokerage paid to us by the insurers underwriting the insurance,
unless we have an arrangement with you that our services are provided
for an agreed fee;

(d) will as well as any brokerage or commission or an agreed fee, as
appropriate, be entitled to benefit from:
— any earnings we are able to generate due to the amount of business

placed with certain insurers and their underwriting performance,
which are not identifiable to any specific client; and

— retain interest earned on monies held in our ‘Non-Statutory Trust’
account.

(e) will on request, be pleased to provide information about any commission
received by us in the handling of your insurances.

As insurance brokers, we sometimes ask other brokers to assist us in
responding to your instructions where we believe this is to your benefit.
Unless a fee arrangement has been agreed, these brokers will usually be
paid by brokerage which will be included in the premiums charged.


