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Guaranteed Replacement
Vehicle  Policy 
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Why you need Guaranteed Replacement
Vehicle  Cover 

Who is ARAG?
ARAG plc is part of the worldwide ARAG 
Group. Founded in 1935, on the principle 
that every citizen should be able to assert 
their legal rights, ARAG now employs over 
4,000 people around the world.

Operating in the UK since 2006, ARAG plc 
provides a wide range of legal insurance 
products and assistance solutions to protect 
both businesses and individuals.

What we cover
This Guaranteed Replacement Vehicle 
Cover will provide a replacement vehicle if 
you cannot use your own as a result of an 
accident, or because it has broken down or 
has been stolen.

The replacement vehicle will be available to 
you for up to 14 days, depending on the time 
needed to repair your own vehicle.

Help is available when you need it most
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Important  information 

Claims procedure
1)  You must report any incident which may give rise to a claim for a replacement vehicle 

under this cover without delay, and in any event within 14 days of the occurrence of that 
incident, by calling the number shown in your Guaranteed Vehicle Replacement Policy 
(Monday to Friday, from 9 am to 5.30 pm).

2)  You must provide without delay all information requested by us in relation to that 
incident.

3)  You must provide any assistance required by us in connection with the recovery of any 
costs incurred in the provision of a replacement vehicle.

4)  You must provide any assistance permitting us to take proceedings in your name and/or 
assigning any rights against any such third party to us or our representatives.

What happens if I change my mind after taking out the policy?
The policy provides you with a 14-day reflection period in which to decide whether you wish to 
continue. Cancellation is fully explained in Condition 9 of the policy wording.

What happens if the insurer cannot meet its liabilities?
The insurer is covered by the Financial Services Compensation Scheme (FSCS). You may 
be entitled to compensation of up to 90% of the cost of your claim in the unlikely event that 
the insurer cannot meet its obligations. Further information about compensation scheme 
arrangements is available at www.fscs.org.uk
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Significant features & benefits Significant exclusions or limitations Where found

The insurer will pay for the costs of a 
replacement vehicle if:
•  damage to the insured vehicle occurs 

within the territorial limits as a result of 
accident or breakdown and the damage 
prevents the insured vehicle from being 
driven

•   the insured vehicle is stolen from a 
location within the territorial limits up to a 
maximum of 14 days where you meet all of 
the following requirements:

 1)  you have paid the insurance premium in 
respect of this cover and the applicable 
motor vehicle insurance policy;

 2)   you cooperate fully with us;
 3)   you keep to the terms of this policy and 

the applicable motor vehicle insurance 
policy.

Your policy 
cover

Summary table
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Significant features & benefits Significant exclusions or limitations Where found

Duration of cover benefits 
1.   In cases of immobilisation of the 

insured vehicle due to an accident or 
breakdown, a replacement vehicle will 
be provided until the earliest of

 (i)  the date of completion of any 
necessary repairs to the insured 
vehicle;

 (ii)  the date on which any hire vehicle is 
offered to you; or

 (iii)  the date on which any courtesy car is 
made available to you by any person, 
firm or company responsible for 
carrying out or paying for any repairs 
to the insured vehicle.

2.   In the event of a write-off, 
reimbursement of the expenses for 
hiring a replacement vehicle is covered 
up to a maximum of 14 days. In order to 
reimburse these costs, you must provide 
a write-off assessment given by an 
expert, and present the de-registration 
certificate of the insured vehicle.

3.   In the event of theft, the cover will take 
effect 24 hours after said theft has been 
reported to the police and until the 
recovery of the insured vehicle or its 
repair if it has been damaged. In order 
for the insurer to reimburse these costs, 
you are required to present a copy of the 
police report.

4.  At the end of the period for which a 
replacement vehicle is made available 
to you, you must immediately return 
the replacement vehicle in accordance 
with any instructions given by the 
provider of the replacement vehicle.

•  Where damage to the insured 
vehicle took place prior to the 
period of insurance or more 
than 14 days before being 
reported to us.

•  Where you have failed at the 
time of reporting the incident 
or at any other stage to disclose 
to us or any representative 
appointed by us any facts 
relevant to the incident.

•  Where you do not have a valid 
motor vehicle insurance policy, 
valid road fund licence or MOT 
for the insured vehicle or a valid 
driving licence.

•   Where the insured vehicle was 
not in a roadworthy condition 
immediately prior to the 
damage occurring.

•   Where the insurers under 
the motor vehicle insurance 
policy are entitled to repudiate 
or avoid the motor vehicle 
insurance policy or to refuse 
cover.

Territorial limit
The United Kingdom

Period of insurance
Unless otherwise agreed the period of 
insurance shall be for 12 months

. Meaning of
words & terms:
Territorial limit

Meaning of
words & terms:
Period of
insurance

Summary table (continued)
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How we handle complaints

Step 1
ARAG is committed to providing a first class service at all times. However, if a complaint arises, please 
contact us using the number you rang to report your claim. The staff handling your claim should be able 
to resolve it. If in the course of those discussions it becomes clear that the matter has not been resolved 
to your satisfaction, details of your complaint will be passed to our Customer Relations Department 
where we will arrange to have it reviewed at the appropriate level. We will also contact you to let you 
know that we are reviewing your complaint. Alternatively, you can contact our Customer Relations 
Department directly; we can be reached in the following ways:

  0117 917 1561 (hours of operation are 9am-5pm, Mondays to Fridays excluding bank holidays. 
For our mutual protection and training purposes, calls may be recorded).

 customerrelations@arag.co.uk

 ARAG plc, 9 Whiteladies Road, Clifton, Bristol, BS8 1NN

Step 2
If we are not able to resolve the  complaint to your satisfaction then you can refer it to the Financial 
Ombudsman Service (FOS) provided that it falls within their jurisdiction. From 1 April 2019 the FOS will 
normally deal with complaints from small business with an annual turnover of less than £6.5million and 
which either; have up to 50 employees, or a balance sheet threshold of £5million. They can be contacted at:

 0800 0234 567 or 0300 123 9123 

 complaint.info@financial-ombudsman.org.uk

 Financial Ombudsman Service, Exchange Tower, London, E14 9SR.

The FOS is an independent service in the UK for settling disputes between consumers and businesses 
providing financial services. You can find more information on the Financial Ombudsman Service at 
www.financial-ombudsman.org.uk 

The FOS’s decision is binding upon the insurer, but you are free to reject it without affecting your legal rights.




