
Virgin Media Protect consists of:

Payment is collected in a single monthly premium by Asurion Europe Limited. If either the insurance or the Mobile Rescue is cancelled, the other is 
cancelled automatically.

Virgin Media Protect
Administered by Asurion
virginmedia@asurion.com

www.virginmedia.com/protect

0345 030 3291
8am-9pm Monday to Friday 
9am-6pm weekends (closed Bank Holidays)

Virgin Media Protect 
Welcome to Virgin Media Protect, brought to you by Asurion.

Insurance Terms and Conditions

Insurance Limited).

A. Your cover
Virgin Media Protect gives worldwide cover to protect your device against:

when you lend your device to family or friends and whenever you travel
abroad.

Any replacement device you receive may be refurbished to our standard 

model or colour device with comparable features and functionality.

You can buy Virgin Media Protect provided:

You can also buy Virgin Media Protect if you and the main authorised user 
of the device are resident in the UK. If at any time you or the authorised 
user are no longer going to be resident in the UK, you need to contact us 
using the details above and let us know. Your cover will be automatically 
cancelled.

Insurance Terms and Conditions
Nobody likes reading the small print, but to avoid any surprises, please:

 
 
  

www.virginmedia.com/protect
 

in your welcome pack and you can call us at any time to check it
 Comply with our reasonable instructions, including switching off or uninstalling any app which prevents our access to remove data from the claimed 

for device
 

the value of the non-returned model)

B. The cost of cover
Your monthly premium and claim excess fee (the amount you have to pay  
towards the cost of your replacement device to complete a claim) is based 

 
welcome letter.

Asurion will collect your monthly premium in advance by separate direct 
        " Fee"   

premium before any 

claim can be completed, your cover then renews  
devices age they will 

fall in value and so from time to time we may adjust    

C. 



D. Making a claim

accept MasterCard and Visa debit or credit cards. If you report a claim to 
us more than 90 days after discovering the loss, theft, fault, breakdown or 
damage to your device, we will still consider your claim, but it may impact 
our ability to assess your claim and could, in some cases, result in it being 
declined.

some cases, we may also ask you to complete a written claim statement 
and/or provide evidence of your identity.

until you agree to our blocking that device. Once your claim is completed, 
we (and only we) can unblock that device.

payment card used to pay your claim excess fee within 30 days.

This excludes:

Please make sure someone is in to sign for the delivery. Your replacement 
comes with:

As soon as you receive your replacement device, the original claimed-for 
device (the faulty or damaged device or the lost or stolen device if later 
recovered) becomes the property of the Insurer and must be returned to 

the value of the non-returned model) to the payment card used to pay 
your excess fee. The device is your responsibility until it arrives with us. 

returned the claimed-for device or paid the outstanding amount.

You must comply with our reasonable instructions including switching off 
or uninstalling any app which prevents our access to remove data from 
the claimed-for device. If you need any help with this please call us on 

If you fail to do it we will treat that as a non-return and may charge you a 
non-return fee.

E. Cancelling your cover and changes to the policy 

 Virgin Media Protect, PO Box 670, Brentford, TW8 1DA.
 
 
 

device from Virgin Media on the same mobile number and add insurance, 
 
 

excess in writing.

 
have two successful claims in any 12-month period or if you make a claim we 

 
contract with Virgin Media terminates, unless you and we agree to continue 
cover when you change to a different airtime plan. If we cancel your policy, 

 
provide this product or if we, or the insurer, withdraw from the market of 

 

 
 

   
environmental factors, and changes in legislation, taxation or interest 
rates. If we make a change that increases any charges or reduces your 

 
details we have for you and you will be able to cancel your policy if you are 
not happy with our changes. If we make any change that improves your 
cover, we may apply it straight away without notice.

 
Rescue service.

F. How to complain
   

Virgin Media Protect, PO Box 670, Brentford, TW8 1DA  
 

              

 
 

          
 

ombudsman.org.uk or in writing at: Exchange Tower, London, E14 
             

decision. The service is free and we are bound by any decision the 
 
 

ombudsman.org.uk for more details.

G. Who provides this cover
T          

 
 

 Vantage London, Great West Road, Brentford, TW8 9AG  
 

          
 

          
Authority and Prudential Regulation Authority are available from 

us on           
           

           

You and the Insurer may choose which law will apply to this contract. Unless 
we agree otherwise, Virgin Media Protect is governed by the law of the part 

 
Northern Ireland) and all communication from us will be in English.

Any payments collected by Asurion under these terms and conditions are 
collected on behalf of the Insurer.

 
 

entitled to compensation to a maximum of 90% of the claim under this 
 



H. How we will communicate with you

policy by SMS to the mobile number associated with your airtime contract.

I. Contact Details
Online:     www.virginmedia.com/protect

Call: 0345 030 3291

Email:  virginmedia@asurion.com

 Virgin Media Protect, PO Box 670, Brentford, TW8 1DA

 
 

virginmedia.com/callingfromabroad

 
correct at time of print.
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Mobile Rescue Terms and Conditions of Use

These are the Terms and Conditions (the “terms”) for the Mobile Rescue 

but they are legally binding terms. Please ensure that you read them. By 
using the Mobile Rescue service, you agree to these terms. If you have 
any questions regarding these terms, please contact us (see our

contact details below).

1. What is the Mobile Rescue service?
Mobile Rescue is a premier support service which allows you to access
technical support for your device via live tech experts. You can access the 
service by either:

You can begin to use this service as soon as the device is in your hands

in accordance with section 9 or 10 below.

2.
This service is provided by Asurion Soluto Europe Limited (“Soluto”),  

         
      Vantage London, Great West Road, 

Brentford, TW8 9AG         of companies.

In these terms, “we”, “our” and “us” means Soluto.

Mobile Rescue service under these terms (see Section 4).

 
the owner and/or the authorised user of the device being supported, as 
well as any software on the device and any other device connected to 

              
determine that you are not the owner and/or the authorised user of the 
mobile phone, software or device.

3. How can I contact the service?

 

 
 

Virgin Media Protect, PO Box 670, Brentford, 
TW8 1DA

4. Who can use the service?
You can use the Mobile Rescue service if you have an active device and
a Virgin Media Protect insurance policy.

5. What services are provided?
The Mobile Rescue service offers technical support for:

If you use the service via the App, you will also have access to some 
service enhancements, detailed in the full terms and conditions for the 
app. Please refer to virginmedia.com/protect

The Mobile Rescue service does not include (amongst other things):

6. Exclusions and Limitations

may not always be able to resolve the issue you have with your device. If
we are unable to resolve an issue we may refuse to take further action to
resolve it.

In addition, you should note that we may not be able to resolve your 
issue if we have limited information from vendors, manufacturers, and 
developers, or if we do not have the ability to obtain the proprietary or 
other information from such vendors, manufacturers, and developers, 
which is required to resolve the issue.

If you encounter technical problems that are the result of software or 
hardware errors not yet resolved by the hardware or software vendors, 

issue.

7. Software - Remote Access and backing up
As part of getting support via the Mobile Rescue service, you may need
to download and/or run certain software applications (“software”) on your
device and/or on any device connected to or used in connection with it.
The software may include remote access tools that allow us to remotely
access your device and any device connected to it, as well as their
contents.

You acknowledge that if you download any software, you will be required 
to accept a separate set of terms and Conditions before you install it.

If we ask you to download and/or run software so that we can remotely 
access your device and any device connected to it, you:

these terms, the software Terms and Conditions will take precedence but 

You agree not to alter or copy the software or any other materials provided 
to you as a result of your use of the Mobile Rescue service.

It is your responsibility to back-up all software and data that is stored on 

be responsible at any time for any loss, alteration, or corruption of any 

service if we determine that appropriate back-up measures have not been 
taken by you.

8. Will I be charged for using the Mobile Rescue service?
Calling the Mobile Rescue service line is free of charge when calling

charges if you call from outside the UK. Using the app within the UK will
use data chargeable at your usual Virgin Media rates.

Please refer to virginmedia.com/callingfromabroad for more details.

9. Can you change the terms or cancel the Mobile Rescue service?

by text, email, or post or by providing updated terms in an update to the app.

days prior to the change taking effect. If you do not agree with any change, 



have 

a change in law or technological developments which make the provision 

commercially viable) or if you are no longer eligible.

10. How can I cancel the Mobile Rescue service?
You can call or email us to cancel these terms (See section 3. How can I  
contact the service?) Virgin Media Protect, PO Box 670, 
Brentford, TW8 1DA.
You will no longer have access to Mobile Rescue if your Virgin Media 
Protect policy is cancelled.

11. What do I do if I want to complain about the Mobile Rescue
service?

or write to us to complain at any time. See Section 3 for our contact 

to you within 5 working days to outline our next steps. If the issue still 

12. Are there any other Terms?
Yes. Just a few miscellaneous terms also apply.

parties but you may not.

All communications with you in relation to this contract will be in English.

enforceable or binding, the remainder of the terms shall not be affected so 
that the contract created by these terms continues to have effect in every 
other respect.

unless you live in Scotland, in which case Scots law applies, or Northern 
Ireland, in which case the law of Northern Ireland will apply.

13. How we communicate with you

policy by SMS to the mobile number associated with your airtime contract.

virginmedia.com/callingfromabroad

correct at time of print.
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Virgin Media Protect with Mobile Rescue Privacy Notice

understand what personal information (also known as personal data) we 
collect, why it is collected, how it is used, and other important information 
so that you are informed and there are no surprises.

Asurion Europe Limited is registered with the Information Commissioners 

Asurion Soluto Europe Limited is registered with the Information 

Personal information we collect when you use our services is needed for 
the following purposes:

If you do not desire for your personal data to be processed in accordance 
with these terms, you may cancel your contract at any time in accordance 
with the terms and conditions. 

If you fail to provide certain information when requested, we may not 
be able to provide the services for which you have contracted, such as 
processing a claim.

Where to turn with questions

Asurion 
 

 
 

privacy@asurion.com

information or other preferred payment means.

except as disclosed in this notice.

Asurion may transfer your personal information to:

To determine the appropriate period which we will keep your personal 
information before we securely destroy it, we consider the amount, nature, 
and sensitivity of the personal information, the potential risk of harm from 
unauthorised use or disclosure of your personal information, the purposes 
for which we process your personal information and whether we can achieve 
those purposes through other means, and the applicable legal requirements. 

In some circumstances we may anonymise your personal information so 
that it can no longer be associated with you, in which case we may use 
such information without further notice to you. 

Our services are not directed to, and we do not knowingly collect personal 

services without your consent, please contact us by using the information 
provided below so that we can remove any personal information provided.

Personal information we collect from you may be processed by Asurion 
and third-parties as described in this notice in the United States and other 
countries and used consistent with your relationship with Asurion and the 
practices described in this notice. 

Personal information will only be transferred to locations outside of the UK 
and the EU where permissible legal structures exist or where the country 
is deemed “adequate” by the EU Commission. 

provide  appropriate levels of security for your personal data.  Reasonable 
administrative, logical, and physical controls are in place to prevent your 
personal information from being accidentally lost, used, or accessed in 

of your personal information, we rely upon you to provide accurate and 
complete personal information when interacting with us. 

Under certain circumstances, by law you have the right to:

Request access

Request correction

Request erasure

Object to processing

Request the restriction of processing

Request the transfer



in this notice. Valid requests will be honored within 30 calendar days of 
request. This 30-day period may be extended for another 2 months for 

You will not have to pay a fee to access your personal information (or to 

fee if your request for access is unfounded or excessive. Alternatively, we 
may refuse to comply with the request in such circumstances. In addition, 
there may be requests that we are unable process because of other EU 
legal requirements.  If a request is denied, we will notify of the reason. 

your identity and ensure your right to access the information (or to exercise 
any of your other rights). This is another appropriate security measure to 
ensure that personal information is not disclosed to any person who has 
no right to receive it.

You also have the right to lodge a complaint with the UK Information 

have a complaint regarding the processing of your personal information, 

will reply promptly. 




