
1

There are a few more things we need to let you know before you 
take out Saga Travel Insurance. These include more about Saga, 
our complaints process and what happens after you take out a 
policy. Full details can be found in the Policy Book which is available 
on request by calling Saga on 0800 904 7489 or by downloading a 
copy online at saga.co.uk/travelinsurance. It is important that you 
read the policy documentation carefully when you receive it.

More about Saga
Saga Services Limited is an insurance intermediary and a wholly 
owned subsidiary of Saga plc. Registered in England and Wales 
(Company No. 732602). Registered Office: Enbrook Park, Sandgate, 
Folkestone, Kent CT20 3SE.

Saga Services Limited is authorised and regulated by the Financial 
Conduct Authority (FCA registered number is 311557). You can 
confirm Saga Services Limited’s address and statutory status on 
the Financial Conduct Authority website at register.fca.org.uk or by 
contacting the Financial Conduct Authority on 0800 111 6768.

When you purchase your policy through Saga Services Limited, we 
will act on your behalf.

Employees of Saga Services Limited are remunerated in different 
ways for selling insurance contracts, using a combination of 
fixed and variable rewards that are designed to ensure they act 
in customers’ best interests at all times. All employees receive a 
basic salary and may also be eligible to receive various financial 
rewards, including a bonus. These are based on a number of 
factors, including the achievement of sales and quality targets. 
Discretionary non-financial rewards (e.g. social events) may also be 
given for the same reasons.

Our service
We do not provide you with any advice or recommendation. We ask 
a number of questions to narrow down the selection of products we 
can offer you that suit your needs. You will then need to make your 
own choice about how to proceed. 

More about the insurer
Saga’s travel insurance is administered by Collinson Insurance 
Services Limited on behalf of Great Lakes Insurance SE, UK 
Branch. Registered in England and Wales (Company No. 2577557). 
Registered Office: Cutlers Exchange, 123 Houndsditch, London 
EC3A 7BU.

Collinson Insurance Services Limited is authorised and regulated 
by the Financial Conduct Authority (FCA registered number is 
311883). Great Lakes Insurance SE, UK Branch, is authorised by 
Bundesanstalt für Finanzdienstleistungsaufsicht and subject 
to limited regulation by the Financial Conduct Authority and 
Prudential Regulation Authority. Details about the extent of their 
regulation by the Financial Conduct Authority and Prudential 
Regulation Authority are available from us on request.

The End Supplier Failure section of this policy is provided 
by International Passenger Protection Limited, IPP House, 
22-26 Station Road, West Wickham, Kent BR4 0PR, 
United Kingdom and is underwritten by Certain Underwriters  
at Lloyd’s.
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Making a claim
If you ever need to make a claim, Saga aims to offer you a 
straightforward and stress-free service.

For 24 hour medical assistance call 0800 092 2101 from the UK or 
(+44) 1444 442105 from abroad.

For lost or stolen passports call 0800 092 2101 from the UK or 
(+44) 1444 442105 from abroad.

For End Supplier Failure claims call 0800 092 1843 from the UK or 
(+44) 20 8776 3752 from abroad.

For all other claims call 0800 092 2099 from the UK or 
(+44) 1444 442106 from abroad.

If things go wrong and you want to complain
We hope you’re happy with the service you’ve received so far and 
that you continue to be so. However, if you have a complaint about 
your Saga Travel Insurance policy, please contact the Customer 
Relations Department, Saga Services Limited, Middelburg 
Square, Folkestone, Kent CT20 1AZ, call 01303 771160, fax on 
01303 771347, or email us at  
services.customer-relations@saga.co.uk.

If you are dissatisfied with the service that has been provided 
or feel that a wrong decision has been made in respect of a 
claim, please write to the Travel Insurance Quality Department, 
Collinson Insurance Services Limited, Sussex House, 
Perrymount Road, Haywards Heath, West Sussex RH16 1DN. 
Telephone 0800 092 2099 from the UK or (+44) 1444 442106 from 
abroad. You can also email complaints@collinsoninsurance.com.

If you have a query or complaint regarding the handling of 
an End Supplier Failure claim please contact The Customer 
Services Manager, International Passenger Protection Limited, 
IPP House, 22-26 Station Road, West Wickham, Kent BR4 0PR. 
Fax (020) 8776 3751 or email: info@ipplondon.co.uk.

Financial Ombudsman Service
The Financial Ombudsman Service may look into your complaint if 
you remain dissatisfied after we, or your insurer, have issued a final 
response.

You can write to them at: Financial Ombudsman Service, 
Exchange Tower, Harbour Exchange Square, London E14 9SR. 
Telephone 0300 123 9123 or 0800 023 4567 or email  
complaint.info@financial-ombudsman.org.uk. 

For your reassurance
Saga and the insurers are covered by the Financial Services 
Compensation Scheme (FSCS). You may be entitled to 
compensation from this scheme if Saga or the insurer cannot 
meet their obligations. This depends on the type of insurance 
and the circumstances of your claim. Further information 
can be obtained from the Financial Services Compensation 
Scheme (www.fscs.org.uk), by contacting the FSCS at 10th Floor, 
Beaufort House, 15 St Botolph Street, London EC3A 7QU or by 
calling 0800 678 1100 or 020 7741 4100.

Choice of law
The law of England and Wales will apply to this contract unless: you 
and the insurer agree otherwise; or at the date of the contract you 
live in Scotland, Northern Ireland, the Channel Islands or the Isle of 
Man, in which case (in the absence of agreement to the contrary) 
the law of that country will apply. Please make sure that you read 
your policy carefully. You may not receive any cover, or cover may 
be reduced, if you do not keep to the policy conditions.
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How we handle your money
When we collect or refund any premiums, Saga Services Limited 
acts as the agent of the insurer and the payment is treated by the 
insurer as having been made directly to them. This means that your 
money is protected.

When you take out a policy with us, we retain a percentage of 
the annual premium to cover our operating costs and profit. The 
balance is paid to the insurer. We may also receive an additional 
bonus from the authorised insurers which is dependent on the 
underwriting profits they make on the policies arranged and 
administered. 

Fees
There are times when you may need to amend your policy, for 
example if you add an additional traveller or alter your cover.

Please note that if you amend or cancel your policy during your 
policy period and have paid by credit card or cheque, we will be 
unable to refund any amounts of £5 or less.

Similarly, if you make any changes to your policy during the policy 
period, we will only request any charges from you if the amount is 
over £5.

Use of personal data
The information you have given to Saga Services Limited (Saga) 
and/or the insurer(s) will be held and used to manage your 
insurance policy, which will include both underwriting and claim 
handling. For this purpose, Saga and/or the insurer(s) may disclose 
it to other interested third parties, such as other insurers, agents 
who provide services on their behalf and to regulatory authorities 
for this and the monitoring and/or enforcing of compliance with 
any regulatory rules/codes. It may also be used for offering 
renewals, research, and crime prevention purposes. Any calls made 

to Saga may be monitored and recorded to improve the service 
and help prevent and detect fraud. Saga and/or the insurer(s) may 
check information provided or received and may also undertake 
additional fraud searches. 

Saga and/or the insurer(s) will hold your personal data securely 
and in accordance with Data Protection Legislation*. From time 
to time Saga and/or the insurer(s) may use service providers and 
organisations outside the European Economic Area (EEA) where 
they do not afford the same level of data security as the UK. We 
will, however, use every reasonable effort to ensure sufficient 
protections are in place to safeguard your personal information. 

All information you provide must be accurate and, if you have 
supplied another person’s personal data who may be insured under 
the policy, you have done so confirming that you have the specific 
consent of that other person to disclose that data. 

Saga and/or the insurer(s) will use your information and sometimes 
that of other people named on your policy, either collected at the 
outset or obtained from other third party sources, for the following 
purposes:
l    To assess financial and insurance risks, your insurance 

application, the terms on which cover may be offered, including 
your premium at quote and renewal, and the payment methods 
offered;

l    To prevent and detect crime including fraud, money laundering 
and financial sanctions;

l    To develop our products, pricing, systems, services and 
relationships with you;

l    To comply with our legal and regulatory obligations.

These sources include credit reference bureaus, the electoral roll 
and public data provided to us by credit reference bureaus and 
other third parties. The credit reference bureaus will keep a record 
of the search; this may be reflected in your credit score. 
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Saga and/or the insurer(s) may share this information with third 
parties in order to carry out insurance-related activities on our 
behalf, including management of your claim, credit hire and legal 
advice. 

If you contact us electronically we may store your Internet Protocol 
(IP) address or your telephone number supplied by your Service 
Provider. This may be used to identify repeat website visits, 
fraudulent behaviour or mystery shoppers using Saga websites. 

Saga uses the data they collect from you, including special 
categories of personal data, to contact you and personalise 
their communication. Saga and/or the insurer(s) also use it for 
administrative purposes to provide the service you requested and 
for preparing quotations. If Saga has obtained your permission to 
do so, they will also contact you by post, telephone, email or other 
means to tell you about offers, products and services that may be 
of interest to you. At any time you can opt out of receiving such 
information, revise the products you would like to hear about or 
change the method they use to communicate with you. You can 
update these preferences by visiting MySaga or calling  
0800 027 1355. For further information about how the Saga Group 
uses your personal information, please visit  
www.saga.co.uk/privacy-policy or contact the Saga Group Data 
Protection Officer by email: data.protection@saga.co.uk or post: 
The Saga Building, Enbrook Park, Sandgate, Folkestone, Kent  
CT20 3SE.

* The General Data Protection Regulation ((EU) 2016/679) and any 
national implementing laws, regulations and secondary legislation, 
as amended or updated from time to time, in the UK.

Fraud prevention and financial crime
To help Saga prevent fraud, money laundering and other financial 
crime, the information you provide may be submitted to fraud 
prevention agencies and other organisations whose records may 
be searched.  

As part of the insurer’s fraud prevention process it will complete 
a number of enquiries to check the details you provide against 
relevant fraud prevention databases. If false or inaccurate 
information is provided and fraud is identified, details will be 
passed to fraud prevention agencies. Law enforcement agencies 
may access and use this information. 

The insurer and other organisations may also access and use this 
information to prevent fraud and financial crime, for example, when:
l    checking details on applications for credit and credit-related or 

other facilities;
l    managing credit and credit-related accounts or facilities and 

recovering debt;
l    checking details on proposals and claims for all types of 

insurance;
l    checking details of job applicants and employees.

The insurer and other organisations may access and use, from 
other countries, the information recorded by fraud prevention 
agencies in the United Kingdom. If you would like to receive details 
of the fraud prevention agencies used, please contact the Head of 
Financial Crime, Enbrook Park, Sandgate, Folkestone, Kent  
CT20 3SE. 

Cancellation of your policy
You have the right to cancel up to 14 days from the date your 
policy commences, or the date on which you receive your policy 
documentation, whichever is the later.

You will receive a full refund except in the following circumstances:
l    Your holiday return date is within 1 month of the 

commencement of your policy. No refund will be given.
l    Your cover has commenced. A pro rata refund will be given.
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l    You have made or are intending to make a claim. No refund will 
be given or we will recover the monies paid to you in settlement 
of the claim before refunding the premium paid.

Please call 0800 904 7489 if you wish to exercise your right to 
cancel. If you do not exercise your right to cancel then you are 
required to pay the premium.

For your cancellation rights after the statutory cooling-off period, 
please refer to the ‘Important information about your policy’ 
section of the Policy Book.


