FAQs – Travel insurance and potential volcanic ash airspace disruption in May 2011

How can I find out what my travel insurance covers me for?
Check your policy, and speak to your insurer to understand what your individual policy covers you for in this situation.

What does travel insurance cover when volcanic ash causes travel disruption?
Although a volcanic eruption is not a specific insured event in all policies, depending on how comprehensive the cover is and the terms and conditions, delay and abandonment may be covered by your insurer. Some policies may also provide extended cover for cancellation and missed connections. Where volcanic ash is specifically excluded no cover will be available.

I was due to go away, but with the risk of disruptions to my travel plans I’m not going to bother. Will my insurance cover this?
Deciding that you no longer wish to travel will not be covered by your travel insurance policy.

What if I have taken out specific insurance cover against disruption caused by natural perils, such as volcanic ash?
This should cover you for cancellation, delay and abandonment due to volcanic ash disruption. Check your policy to see if there is any initial exclusion period. 

If my flight has been cancelled, what is the position regarding my booking? 
If your flight is cancelled, most airlines will offer you either a full refund or an alternative flight. You can find more information on the Air Transport Users’ Council website: www.caa.co.uk

The airline has rearranged my flight for a later date, do I need to get new travel insurance?
If you accept an alternative flight at a later date, most travel insurers will amend your single trip policy to cover your new travel arrangements and dates, typically up to 3 months after the original dates. Customers should contact their travel insurance provider to arrange this.

My outbound flight from the UK has been cancelled and I’m not going to travel at all now. Where does that leave my travel insurance?
If your flight is cancelled and you do not travel, most travel insurers will refund your premium, either in part or full, if you took out a single trip policy.

I have been told that my flight is cancelled before leaving for the airport. Do I still need to go to the airport to validate a travel insurance claim?
No. If your flight has been cancelled, or the airline advises against going to the airport, it is not necessary for you travel there. You will, however, need to provide evidence to support your claim (e.g. an email from airline confirming flight cancellation).

I’m going on a trip next week and about to buy travel insurance; will it cover me for this?
Insurance only covers unknown events that happen after the policy is taken out so customers taking out travel insurance now may not be covered for this event. This underlines the importance of purchasing insurance when booking your trip, not just before the departure date. If you aren’t certain, check the policy or speak to the insurer before completing a purchase.

I’ve tried calling my insurer to get some advice on my policy, but can’t get through. What should I do?  
Keep trying and be patient. Insurance companies may experience extremely high volumes of calls at present during events affecting a large number of people and extra capacity is arranged.  Your call will be answered.  Insurers often put helpful information on their websites, too, so look there for guidance.

I can’t get a flight home and have to stay in a hotel. Is there a limit on how my policy will pay for accommodation?
Your airline or tour operator may provide hotel accommodation so check with them in the first instance. Some insurance policies will cover delay at your destination. This is typically a set amount per day up to a maximum number of hours or days and while this payment could help pay towards the cost of hotel accommodation there is no cover specially to pay for the full cost. 

I’m stranded abroad, and my single trip policy is due to expire soon; what will happen if I get ill before I return?
Your insurance company will automatically extend the cover until you arrive back in the UK, typically up to a period of 1 month. 

My insurer seems to be doing all it can not to pay anything; who can I complain to about their behaviour? 
The complaints process will be set out in your insurance policy.  In the first instance you must complain to your insurance company. If your complaint is not resolved to your satisfaction then you have the right to complain to the Financial Ombudsman Service. You can find more information about how the process works at www.financial-ombudsman.org.uk.

I’ve heard this eruption described an ‘Act of God’ but, I can’t see any term like that in my policy, does that mean I’m not covered?
There is no ‘Act of God’ exclusion in insurance policies. The term ‘Act of God’ is a legal defence on the grounds that damage for which you are held liable was caused by circumstances beyond your control. Insurance policies do not contain such exclusions. The policy will set out what is insured and what the main exclusions are. If loss occurs from an event covered, then the insurer will pay out, in accordance with the terms and conditions.

Where can I get the more information on the issues connected with this incident?
The following websites should be able to provide you with the latest information on travel issues connected with this incident:

· Association of British Travel Agents - www.abta.com/home
· Foreign & Commonwealth office - www.fco.gov.uk
· Civil Aviation Authority - www.caa.co.uk


