
Terms of Business Agreement 
Applying to General Insurance customers - You should carefully read these Terms that apply to our appointment by you and the services we will 
provide. 

 

Company Contact Details 
Big Cat Travel Insurance is a trading name of Flynow.com Ltd. Flynow.com Ltd is authorised and regulated by the Financial Conduct Authority (FCA) under Firm 
Reference Number 1022075. You can check this on the Financial Services Register by visiting the FCA's website at www.fca.org.uk/register or by telephoning the FCA 
on 0800 111 6768. 
118 Cricklewood Lane, London, NW2 2DP, United Kingdom. Telephone: 0333 003 3161. Email: info@bigcattravelinsurance.com. Website: 
www.bigcattravelinsurance.com. 

1.​Definitions 
“Consumer” means anyone acting outside their trade, business or profession in respect of the insurance cover requested or arranged. 

“Company”, “we”, “us” or “our” means Flynow.com Ltd trading as Big Cat Travel Insurance. 

“You” or “your” means you, the policyholder and/or any authorised representative acting on your behalf. 

2.​About Us 
Big Cat Travel Insurance is an independent non-advised insurance intermediary specialising in travel insurance products. 

3.​Our Service 
We provide information only and do not make personal recommendations or provide advice in relation to insurance products. 

 
We offer a range of travel insurance products from a limited number of insurers and will provide details of the relevant insurer and product before you enter into the 
insurance contract. 

 
We will provide information about the main features of the products and services we offer, including details of the provider, main details of cover and benefits, 
important restrictions or exclusions, significant conditions or obligations and the period of cover. 

 
It is your responsibility to ensure that the policy selected is suitable for your needs and requirements. 

4.​Important Information 
Under the Consumer Insurance (Disclosure and Representations) Act 2012, it is your duty as a consumer to take reasonable care not to make a misrepresentation to 
an insurer. You must ensure that all answers and statements you provide to us, insurers, assistance providers or claims handlers are accurate, complete and not 
misleading. 

 
This applies when obtaining a quotation, purchasing a policy, making changes to a policy, renewing a policy and making a claim. 

 
Failure to provide accurate and complete information may result in your policy being cancelled, treated as void, claims being reduced or declined, or insurers 
imposing additional terms or restrictions. If you are unsure whether information may be relevant, you should disclose it. 

5.​Quotations 
Unless otherwise agreed, any quotation given is valid only at the time it is provided and may be withdrawn or amended before purchase. We reserve the right to 
withdraw or amend a quotation where the insurer has altered the premium or terms, where there has been a change in the original risk information disclosed, or 
where an error has occurred. 

6.​Communications and Policy Documentation 
Policy documents, validation certificates and other communications may be issued electronically by email, website download or online portal access. It is your 
responsibility to ensure that the email address provided is accurate and that you check all documentation carefully upon receipt. 

 
You should also check junk or spam folders, as emails may occasionally be filtered incorrectly. If any information shown on your policy documentation is incorrect, 
you must contact us immediately. 

7.​Payment Terms 
Full payment is required before cover can commence. We do not offer premium finance or instalment facilities. 

 
Where payment has not been successfully received, or is later reversed, disputed or subject to chargeback, we reserve the right to cancel, suspend or withdraw 
policy documentation and/or cover until the matter has been resolved. 

8.​Cancellation and Administration Charges 
Certain policies sold by Big Cat Travel Insurance are specialist travel insurance products intended for customers who have already commenced their trip and require 
immediate cover, or require proof of insurance for visa, immigration or working holiday purposes. 

 
If you cancel your policy within the statutory 14-day cooling off period, you may be entitled to a refund of premium provided that no travel has commenced and no 
claim has been made or is intended to be made. 

 
Where a policy has been purchased whilst already travelling and subsequently cancelled by you, no refund of the premium paid will be due once the policy has been 
issued, as set out within the policy terms and conditions. 

 
However, in certain circumstances a partial or full premium refund may be agreed at the sole discretion of the insurer, subject to an administration charge of up to 
£60 inclusive of Insurance Premium Tax (currently 20%) to cover operational and processing costs necessarily incurred. 

 
In addition, policies purchased for visa, immigration or working holiday travel purposes may be subject to a cancellation or administration charge of up to £60 inclusive 
of Insurance Premium Tax (currently 20%), including where the policy is cancelled within the statutory 14-day cooling off period, even where no travel has taken place 
and no claim has been made. 

 
Any such charge will be clearly disclosed during the online purchase journey prior to the policy being purchased. Any refund due will be made only to the original 
payment method used to purchase the policy. 

9.​Refunds and Adjustments 
Where a policy is cancelled, altered or adjusted and this gives rise to a return premium, the amount refunded will depend on the policy terms, any time on risk, any 
applicable insurer charges and any administration charges disclosed to you. 

 
Refunds within the statutory 14-day cooling off period will be made only to the original payment method used to purchase the policy. We may require additional 
information before processing a refund for fraud prevention and compliance purposes. 
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10.​Claims 
Claims are administered by insurers and/or appointed third-party claims administrators and assistance providers. Your policy documentation will provide details of 
who to contact to make a claim or obtain emergency medical assistance. 

 
Any incident that may give rise to a claim should be notified as soon as reasonably possible in accordance with the policy terms and conditions. 

 
We may assist customers in communicating with insurers, claims handlers and assistance providers where appropriate. However, we are unable to make claim 
decisions, determine policy coverage, pre-authorise claims or guarantee claim outcomes. 

11.​Chargebacks and Disputed Payments 
Where a payment transaction is disputed, reversed or subject to chargeback, we reserve the right to suspend or withdraw policy documentation and/or insurance 
cover until the matter has been resolved. 

 
We further reserve the right to recover any outstanding sums, losses, costs or charges incurred in connection with disputed or reversed transactions. 

12.​Client Money 
We hold money received from customers in accordance with FCA client money rules and under risk transfer agreements with insurers. Where we receive cleared 
funds from you under such arrangements, payment is deemed to have been made to the insurer. 

 
Money may be held in a client account before being passed to insurers, intermediaries or other relevant parties in connection with arranging and administering your 
insurance. 

13.​Financial Crime and Sanctions 
We are required to comply with applicable anti-money laundering, sanctions and financial crime legislation and regulations. We may carry out checks where required 
and reserve the right to decline, cancel, suspend or restrict services where necessary to comply with legal or regulatory obligations. 

 
We are obliged to report evidence or suspicion of financial crime to the relevant authorities where required and may be prohibited from informing you that such a 
report has been made. 

14.​Solvency of Insurers 
We cannot guarantee the solvency of any insurer or third-party service provider with whom we place business. This means that you may still be liable for any 
premium due and may not be able to recover the premium paid, whether in full or in part, should an insurer become insolvent. 

15.​Complaints 
It is our intention to provide a high standard of service at all times. However, we recognise that things can go wrong occasionally and if this occurs, we are committed 
to resolving matters promptly and fairly. 

 
Should you wish to complain about our service, you may do so by email to complaints@bigcattravelinsurance.com or by telephone on 0333 003 3161. 

 
If you are not satisfied with our final response, you may be entitled to refer the matter to the Financial Ombudsman Service. More information is available at 
www.financial-ombudsman.org.uk. 

16.​Financial Services Compensation Scheme (FSCS) 
We are covered by the Financial Services Compensation Scheme. You may be entitled to compensation from the scheme depending on the type of business and 
circumstances of the claim if we cannot meet our obligations. Further information about compensation scheme arrangements is available from the Financial Services 
Compensation Scheme at www.fscs.org.uk. 

17.​Confidentiality and Data Protection 
We are committed to protecting your privacy and handling your personal information responsibly. Information provided by you may be shared with insurers, 
assistance companies, claims handlers, fraud prevention agencies, regulatory authorities and other third parties where necessary for the purposes of arranging, 
administering or servicing your insurance policy. 

 
Full details regarding how we process personal data can be found within our Privacy Policy available on our website. 

18.​Electronic Communications 
By purchasing a policy through us, you agree that communications and policy documentation may be provided electronically. You should retain copies of all policy 
documents, validation certificates and communications issued to you. 

19.​Limitation of Liability 
Nothing within these Terms of Business shall exclude or limit liability for death or personal injury caused by negligence, fraud, fraudulent misrepresentation, breach 
of regulatory obligations owed to you, or any liability which cannot legally be excluded or limited. 

 
Subject to this, we shall not be liable for any indirect or consequential loss arising from the use of our services. 

20.​Termination of Our Authority to Act on Your Behalf 
You or we may terminate our authority to act on your behalf by providing notice in writing. Termination is without prejudice to any transactions already initiated, which 
will be completed according to these Terms unless we agree otherwise in writing. 

 
You will remain liable to pay for any transactions, adjustments, fees or charges effective prior to termination. 

21.​Third Party Rights 
Unless otherwise agreed between us in writing, no term of these Terms of Business is enforceable under the Contracts (Rights of Third Parties) Act 1999. 

22.​Governing Law and Jurisdiction 
These Terms of Business shall be governed by and construed in accordance with the laws of England and Wales. Any disputes arising in connection with these 
Terms shall be subject to the exclusive jurisdiction of the courts of England and Wales. 

 

mailto:complaints@bigcattravelinsurance.com
http://www.financial-ombudsman.org.uk/
http://www.fscs.org.uk/

	Terms of Business Agreement 
	Applying to General Insurance customers - You should carefully read these Terms that apply to our appointment by you and the services we will provide. 
	Company Contact Details 

	1.​Definitions 
	2.​About Us 
	3.​Our Service 
	4.​Important Information 
	5.​Quotations 
	6.​Communications and Policy Documentation 
	7.​Payment Terms 
	8.​Cancellation and Administration Charges 
	9.​Refunds and Adjustments 
	10.​Claims 
	11.​Chargebacks and Disputed Payments 
	12.​Client Money 
	13.​Financial Crime and Sanctions 
	14.​Solvency of Insurers 
	15.​Complaints 
	16.​Financial Services Compensation Scheme (FSCS) 
	17.​Confidentiality and Data Protection 
	18.​Electronic Communications 
	19.​Limitation of Liability 
	20.​Termination of Our Authority to Act on Your Behalf 
	21.​Third Party Rights 
	22.​Governing Law and Jurisdiction 


