TERMS OF BUSINESS — RETAIL CLIENTS

TAYLOR PATTERSON INSURANCE SERVICES LTD

Our Commitment

o We are an independent insurance broker and in arranging insurance for our clients we
act as an intermediary. Our service includes: advising you on your insurance needs;
arranging your insurance with insurers to meet your requirements and helping you
with any ongoing changes you have to make. As part of our service we will also
assist you with any claim you need to make where necessary. Details of our status
(including regulatory status) is provided in our Initial Disclosure Document (IDD)
entitled ‘about our services’.

o We offer a wide range of retail insurance products and services and have access to
leading insurers in the market place. We will give you details of which insurers’
products we offer in our (IDD).
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o We aim at all times to conduct our business with utmost good faith and integrity. We
organise and control the internal affairs of our business in a responsible manner and

ensure our staff are competent, suitable and under adequate day-to-day supervision.

o We maintain . oysen «f inernel acccw ting ccn rols sich that our Clients’ and
Insurers’ mon e< are '.ep. seja ate [xora Hur HW L

o We inform our clients of the name of all insnrers with whom a contract of insurance
is placed ani tlie y1>m um -equireto " paid piic: to e :ip: ¢ f their instructions.

Your Commitment

o It is your res . vusihilily 1) provi‘e com leic wiad 2-coral > iniformation to insurers
when you takc-~mt sour jacur ince pol cy, hrot.ghint the I fo ¢ f the policy and when
you renew ycar insuan:e. ] is mroran that you ersuce ‘iat all statements you
make on proposal forms, claim forms and other documents are full and accurate.
Please note if you fail to disclose any material information to your insurers, this could
invalidate your 1ns wrar.ce «ovr ard coulii mean het art o1 1ll of a claim may not be
paid.

o In general terms, insurers require immediate notification of any claim or
circumstance,;*vhich may cive rise to e cleim. Whilst ke precice terms of notification
requirements of insrecs v 1 he set ott i1 their poicy dcc unent, it is our practice to
advise client: to cvom.. clims or 7uvse defais o cloms or circumstances
immediately. railure to do so may entitle insurers to deny ciaims. If there is any
doubt whether a matter constitutes a notifiable claim or circumstance, we should be
contacted immediately.



Our Charges

o Our remuneration is normally by way of a commission payable to us by the insurer or
by a fee charged to you (usually in lieu of commission) or by a combination of both.
If we intend to charge a fee this will be advised in our IDD.

o In the event that we receive a return of premium from Insurers then we reserve the
right to retain any commission and/or fees earned from Insurers thereby allowing a

return net of Insurers Commission.

o The specific charges and purpose of any additional charges will always be advised to
you in advance.

Documentation

o Prior to arranging cover we will supply you with: -

- A ‘Statement of Price/Demands and Needs’
- A Policy Cover Summary.
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o Provision of Policy Documents/Certificates is subject to us having received full
payment of the premium or arrangements having been made to pay it via an
instalment pla 1 ot 1'nar.ce’. ch :me.

. We recommer 4 211 i erancs 2nd Ne.d, Stiternen:s, Coaf rm tions of Cover, Cover
Summaries, Policies and other documents be checked to ensure they are in
accordance with your requirements. If thev are not, or if anv clarification or any
aspect of tie cov/r s rcquied. yori shov.d contact s irmmediately. All such
documents shoul t' e retained for as' ‘=g s a c'aim i, cssible under the relevant
insurance poL.cy.

Data Protection/Con..  n‘ial’ty

o Information ¢bout /ou/ = cur Dat:”, wll ose indut oito the Taylor Patterson
Insurance Services Ltd database/manual records and held, processed, disclosed and
used by us, our associated companies and third party product providers in servicing
our/their relaf onskip ;vitli yo 1, in:lucing, ideutit 7 ~erdticoti.n ind money laundering
checks. Unle,> we hcar rem you witiir ! cilenda 1nont1 O r:ceiving this Terms of
Business, we ! as amre that y~u coree with (housiore o, use « 1d disclosure.

o Unless you netifir us etherwise, you agres th=t Tayle= Patterson Insurance Services
Ltd, its associited corpa i ss and :hirl paty prodict prcv cer; may use and analyse
your data including t'ie .ac1r: of any train act ons 1O give ywi information by post,
telephone, fax or email about our/uieir products and services and those of selected
third parties which may be of interest to you. If you do not wish to be contacted for
marketing purposes please write to the Data Protection Officer at Taylor Patterson
Insurance Services Ltd, Lanson House, Winckley Gardens. Mount Street, Preston,
PRI 8RY.



o You also agree that for the purposes described above your data may be transferred to
countries outside the European Economic Area (EEA).

Premium Payment

o We invoice our Clients for the premium due plus any taxes which insurers are obliged
to collect in respect of the contract of insurance. Some insurers may include, as a
term of the insurance a settlement due date. We will inform our Clients of any such
requirement and the relevant date in good time to enable the payment terms to be met.
We recommend that our clients ensure that in the circumstances described, the
premium is paid to us in sufficient time to allow us to pass cleared funds to insurers.

o We normally accept payment by cheque, direct transfer to our bank account by any
major debit/credit card. You may be able to spread your payments through insurers
instalment plan. We will give you full details about your payment options on the
Statement of Price/Demands and Needs.

o Unless you opt to make premium payments via an insurer instalment plan premiums
should be paid to us by the inception or renewal date of your policy or on a date that
we have been agreed with you.
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balance due should be sent to us immediately. If the premium remains outstanding
and you have not contacted our office we will arrange to lapse or cancel the cover
without further reference to you.

Client Money

o Taylor Patterson Insurance Services Ltd is governed by strict rules pertaining to
Client Money, set down by our Regulator, the Services Services Authority. We
operate onc. or m) e, of the fcllo ving ypes of arcouat ¢nc vill draw your attention
to which apylics ‘= 701. V'e niay earr i terzst ¢n mor ics l¢ m our Client Account,
for which you ccnsent (o ous<etaining.
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. Client Money (““atutory Trus?)

Taylor Patterson Inivrarce Services _ta wold, itt Clierts’ 1<onies on trust . This
means that whilst we have legal ownership over Client monies, such money remains
in the beneficial ownership of our Clients. We are not permitted to, and do not, use
Client Money vaiace! to pro ride crecit f.r Clierts o pote.tial Clients.

. Client Money “H9la’ng Mo 1 » =s v Azen’)

Taylor Patterson Insurance Services I.td acts as agents for certain Insurers for the
collection of bhremiums end 1efurds Hf Hemimms. | This tieins that premiums are
treated as bei'ig reczivec 7 ‘hosc iniw zz. wlen rcceivic i our bank account and
that premium . ciunds are treaicd as coceivea by yoa wien (hey are actually paid over
to you. There may be occasions where such transactions are restricted (for example,

to receiving premiums only) and we will tell you if this is the case.



Insurer Security

o We take care in seeking insurance arrangements from insurers that are able to meet
minimal Services ratings. However, we cannot and do not guarantee that solvency or
continuing solvency of any insurer used and clients should note that the Services
position of an insurer can change after cover has incepted.

Complaints

o It is our intention to provide you with a high level of customer service at all times. If
you should wish to make a complaint about our service, we have a formal complaints
procedure. In the first instance, you may contact us in writing, or by phone, fax, or at
our email address. Please address your complaint to The Compliance Officer.

o Upon receipt of a complaint Clients will: -

- Within five business days of receipt receive an acknowledgement of the
complaint and be given details of who will be handling the matter. If the
complaint should be more properly be redirected to another party we will
endeavour 1) 1ac. tif tna. yart ana provid  dei Is.

\ “thin twe o, ousir :ss da s 1 receipt, 1 ceive a | "og >s< 1 port nliss he
matti r has lready t :en 1r .ol ed, that wi. inch de he easens wh' w n ed
Nie.c time &ad when v ¢ cxpec. to provide ow. .inal . espor...

- Within forty business days of receipt, receive a final response, unless the
matter has already been resolved, with, if necessary, referral rights.

I confirm I have read «..Z anczars.ooc t...c desument.

Signature...........cooeeiieinini Date.....ooovvviiiiiii
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