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CANCELLATION RIGHTS 
 

This policy does not entitle you to a cooling off period.  
 
RENEWING YOUR POLICY 
 
At least 21 days before each policy renewal date, you will 
be advised of the premium and terms and conditions that 
will apply for the following year.  All premiums quoted are 
inclusive of Insurance Premium Tax.   
 

Please note in normal circumstances your premium is due 
to be paid in full by the inception date of the policy, unless 
you have specifically agreed alternative payment 
methods. Failure to pay within the terms may result in your 
Insurance being cancelled. 
 

HOW TO MAKE A CLAIM 
 
In the unfortunate event that you need to make a claim, 
please contact us as soon as possible. Contact details are 
listed below. Please note that late notification can lead to 
claims being repudiated. 
 
FINANCIAL SERVICES COMPENSATION SCHEME 
 

Royal & SunAlliance Insurance plc and all other consortium 
insurers are members of the Financial Services 
Compensation Scheme (FSCS).   
 

You may be entitled to compensation from the scheme if 
they are unable to meet it’s obligations to you under this 
contract. If you are entitled to compensation under the 
Scheme, the level and extent of the compensation would 
depend on the nature of this contract.  
 

Further information is available from  
 

Financial Services Compensation Scheme 
10th Floor  
Beaufort House 
15 St Botolph Street 
London  
EC3A 7QU 
 

Tel:  0800 678 1100 
Web: www.fscs.org.uk 
 
DETAILS OF OUR REGULATOR 
 

Royal & SunAlliance Insurance plc and all other consortium 
insurers are authorised by the Prudential Regulation 
Authority and regulated by the Prudential Regulation 
Authority and the Financial Conduct Authority.  Hencilla 
Canworth Limited are authorised and regulated by the 
Financial Conduct Authority. 
 

The Financial Conduct Authority website, which includes a 
register of all regulated firms can be visited at 
www.fca.org.uk or the FCA can be contacted on 0800 111 
6768. 

HOW TO MAKE A COMPLAINT 
 
It is always the intention to provide a first class standard of 
service. However it is appreciated that occasionally things 
go wrong. In some cases we will be able to resolve any 
concerns and you should contact us directly. 
 

Alternatively if you need to complain please contact the 
Pen Underwriting Limited Complaints Officer quoting your 
policy or claim number. 
 

Pen Underwriting Limited Complaints Officer 
3 Atlantic Quay, 20 York Street, Glasgow, G2 8JH 
Telephone: 0141 285 3539 
Email: pencomplaints@penunderwriting.com 
 

Your complaint will be acknowledged within 5 business 
days of receipt.  If the complaint is not resolved within 4 
weeks of receipt Pen Underwriting will write to You and let 
You know what further action will be taken. A final 
response letter will be issued within 8 weeks of 
receipt.  Upon receipt of the letter if You remain dissatisfied 
You may refer Your complaint to the Financial 
Ombudsman Service. 
 

The FOS is an independent body that arbitrates on 
complaints.  
 

The FOS can be contacted at the following address: 
 

The Financial Ombudsman Service 
Exchange Tower, London E14 9SR 
Telephone: 0800 0234567 (for landline users); 
Telephone:0300 1239123 (for mobile users) 
Email: complaint.info@financial-ombudsman.org.uk 
Website: www.financial-ombudsman.org.uk 
 
You have six months from the date of the final response 
from Your Insurer to refer Your complaint(s) to the FOS.  This 
does not affect Your right to take legal action, however, 
the FOS will not adjudicate on any case where litigation 
has commenced.  
 
ADDITIONAL INFORMATION 
 

If you require any further information or wish to request a 
copy of the policy wording – please contact  
 

Hencilla Canworth Limited 
Simpson House 
6 Cherry Orchard Road 
Croydon 
Surrey 
CR9 6AZ 
 

Tel: 020 8686 5050 
Fax: 020 8686 5559 
e-mail: mail@hencilla.co.uk 
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