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Welcome to your scooter and
powered wheelchair handbook

In this handbook, you'll find everything you need to know about
your lease. From what to do if your product stops working to
information about your insurance, it's all inside.

Need something else?
Visit motability.co.uk/support

Toptip
Keep me somewhere safe,
in case you need me later.
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Your online account ¢

You can:
manage your lease fle 3¢ Add your bank details
stay organised and in for faster payments

J¢ Seeimportant details
about your lease

¥* Easily update your details
ifanything changes
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If anything changes

If your circumstances change, you'll need to let us know.
You might also need to tell your allowance provider.

If your allowanceis ending

If your allowance ends during your lease, you'll need to contact your allowance
providertorenewit. It'sa good idea to do this at least three months before your
end date.

If your allowance stops

If you're not receiving your mobility allowance anymore, you'll need to let
us know. Just call0300456 4566. \We'llagree a date with you to return the
product. You'llonly pay the cost of the lease until you return the product.
You can find out more at motability.co.uk/stoppedallowance.

If your details change

Let us know, so we can stop sending post to your old address or contacting you on
an old number or email. You can easily update your address and contact detailsin
your online account. Sign in to create your account at motability.co.uk/account.

You'llalso need to let your allowance provider and your dealer know.

FAQs
Q. Whatifl gointoresidential care?

A. Your lease will continue as normal
aslongasyou'restill receiving your
mobility allowance. You'lljust need
to let us know about the change
of address.

Q. Whatifl gointo hospital?

A. Allowance payments often stop if
you've beenin hospital for 28 days
ormore and startagain when you
come out. You should first contact
your allowance provider if you'llbe
in hospital for over four weeks.




Costs to be aware of

Your lease covers a lot of the costs of running your product,
but it does not cover everything. Here are some extra costs
to be aware of:

¥ Insurance excess ¥ If youdo not comply with your
If youmake aninsurance claim you'll insurance policy
need to pay an excess. You can We might send you aninvoice
find more details in your Terms and forany repairs. \We might also send
Conditions booklet. an invoice for the write-off value of
the product ifit's damaged and Direct
¥ Road traffic offences Line Motability (DLM) could look
You're responsible for paying any torecoverany financial loss.

road or parking fines for your Scheme

product.

Replacement travel

If you're not able to drive your scooter or powered wheelchair due to an accident,
repair, or breakdown, your dealer will try to give you another way to get around.

Toptip

Lock your product to
afixture like a fence,
railing orina locked
shed or building
wheneveryou're not
usingit. This includes

storing it overnight.




\What your package covers

Here's what is and is not covered in your all-inclusive package.

*

*
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What'sincluded?

Using your scooter or powered
wheelchair during your lease

Breakdown recovery from
Motability Assist, provided by
Autohome

Servicing, maintenance and
repairs. Just getin touch with your
dealertoarrange acallout or
home collection

Replacement tyres
Replacement batteries
Insurance cover

Loss and damage protection

Dedicated support froma local
Motability Scheme dealer

Flexibly manage your lease witha
Motability Scheme online account

What's not included?

3¢ Any optional extras not fitted
as standard to your scooter or
powered wheelchair

3 Any fines you mightincur

3 Lossand damage excess, if
applicable. See your lease
agreement and Insurance Policy
Schedule for more information

3k Coverfortheftordamageto
personal belongings in oraround

the scooter or powered wheelchair,

including coats, mobile phones,
walking sticksand money

& More than three claims for lost or
stolen keys

3¢ Any repairs for cosmetic damage
which does not stop you from
driving your scooter or powered
wheelchair safely



Repairs and servicing

All scooters and powered wheelchairs come with a three-year
warranty. This means your servicing, routine repairs and
mechanical faults are covered.

Servicing

Your dealer willarrange your service for
you.Onceit's complete, your dealer will
confirm what's been checked and give
you the details of any work they've done.

Repairs

If you think your product needs a
mechanical repair, get in touch with
your dealer as soon as possible. They'll
complete any repairs at yourhome orat
adealer. They'lllet you know how things
are going and if there's going tobean
unavoidable delay.

Any repairs due to everyday use are
covered by your all-inclusive package
(except if there's evidence of neglect
ormisuse).

If youdo not feel that the repair has
been handled well, just let us know FAQs

on 0300456 4566.
Q.Howdolknow whenaserviceis

due?

A.Your supplier will let you know.
Make sure they complete and stamp
your service book after each service.
You can find more information at
motability.co.uk/servicing.

Q. Whichrepairs are covered?

A.Yourinsurance covers non-
cosmetic repairs. You'llneed to pay
forany cosmeticdamage.




Batteries

Your battery is one of the most important parts of your product.
Charging it regularly will keep it in good shape, optimise your
product’s range and lower your chances of breaking down.

Here are some tips to get the
most out of your battery:

Fully charge it after every use.
We recommend eight hours,
overnight

If youdo not use your product
forawhile, still chargeit every
two weeks

Letting your battery go flat will
damageit

Take your charger with you if
you know you're goingona
longer trip than normal

Only use the charger we give
you with your product

Referto the user manual supplied
with the product, this will state the
manufacturer'srecommended
charging process

Problems with your battery?

Please speak to your dealer.

If there'safault they'llreplace
itas part of your all-inclusive
package.




Tyres

We include tyre repair and replacement in your lease package.

If yougeta punctureathome

If you're at home when you notice tyre damage, call your dealerand
arrange a time for the repair. They might repair it at your home, if not they’ll
take itaway forashort while.

If you get a puncture away fromhome

If you get a puncture while away from your home, call Motability Assist on
08009535000, linesare open 24/7. They'll take youand your product
home and repair the puncture, if they can.

If they cannot help, please call your dealerand they'llarrange a repair.
Never drive onapunctured tyre, as you might cause more damage.

If yougeta puncture abroad

If youneed to get it repaired locally, keep the receipt and contact us when
you get back. We might be able to reimburse you.




How to use your
road-legal scooter

If you have a Class 3 product, it'll need to be registered
with the DVLA.

If your scooteris road legal, you'llneed to keep to the rules of the road and your
dealer willneed toregister it with the DVLA at the start of your lease. If you want
to check whetherit's registered, you can call the DVLA on 0300 790 682 or visit
gov.uk/check-vehicle-tax. You'llneed your registration number to hand. If you
do not have this, ask your dealer.

Use the Highway Code
You can check the Highway Code to see which roads you can drive your
road-legalscooteron.

You'llneed to comply with the Highway Code when you're using your scooter
or powered wheelchair. Here are the basics:

3 The speed limit on pavements is 4mphand 8mph on the road

3 Youcan only drive on the road if your scooter has been fitted with front
andrear lights, indicatorsand ahorn

3¢ You're notallowed to use the product on motorways, orin bus or cycle lanes



Your insurance cover

We've arranged insurance cover for your scooter or powered
wheelchair through Direct Line Motability (DLM). For full
information, refer to your Insurance Cover Booklet.

Using your product abroad

You can take your scooter or powered
wheelchairabroad within the European
Union at no extra charge, forup to

30 daysinany12-month period.

So you know, neither your breakdown
cover nor our dealer network covers
outside of the UK. If you're planning
alonger trip (more than 30 days) give
usacallon03004564566. Thereare
some restrictions, so make sure you look
at your Cover Booklet.

If you need a repair while you're abroad,
keep any receipts and contact us. We
might be able to reimburse you.

If you break down abroad

Your breakdown cover is only for the UK.
That means you'll need to make your own
arrangements for onward travelif you
breakdown outside the UK.

Important points about your
insurance policy

Only the person named on your
insurance isinsured to use your
product

Other people are allowed to move
(but not use) your product, if they
have your permission




\What your insurance covers

It'simportant to know what is and is not covered by your
policy before you start your lease.

*
*
*
*
%*

[__%

Damage that affects the normal
and safe use of your product

What'sincluded?

Theft of your product

Legalliability up to £2,000,000
perevent

Uninsured loss recovery and legal
expenses (up to £25,000)

Cover while you're using your
scooter or powered wheelchairin
the European Union forup to 30
days within a12-month period

Cover for permanently fitted
adaptations and/or accessories
your dealer gave you with your
scooter or powered wheelchair at
the start of your lease, if you need
themto use the product

Replacement key(s) up to three
times during the term of your
lease, when the keys have been
lost or stolenin the British Isles

*

*

*

What's notincluded?

Personalbelongings: you'llneed
to get your own insurance cover
for personalitems like coats,
bags, and walking sticks. One
option could be to extend your
household insurance cover

Cosmeticdamage: damage that
does not affect the normaland
safe use of your product

Unauthorised and uninsured
users: remember, only the person
named on yourinsurance is
insured to use your product. If
you letanother person useit, you
might be responsible forany loss,
damage or legal liabilities. And
you might not be allowed to lease
another product through the
Motability Scheme

13



If you need to make a claim

If you have an accident or you need to make a claim (whoever is
at fault), sign in to your Motability Scheme online account and go
to ‘Insurance’. Then go to the Direct Line Motability (DLM) portal
and raise your claim online. Or call DLM on 0800 294 0790.

If you can, try to raise your claim within 24 hours of the accident
to help us get you mobile again as quickly as possible.

Lock your product to a fixture like a
fence, railing orin alocked shed or
building whenever you're not usingit.
Thisincludes storing it overnight.

Here's what you need to doif your
productis stolen or taken without
your permission:

1 Letthepolice know straight
away. Give themas much
detail as possible

Make sure yougeta Crime
Reference Number

CallDLM on 0800294 0790.
They'll tell you what to do next

If your keys are lost or stolen

Signinto your online account or

give DLM a call to registera claim.
Remember, you'llneed a Crime
Reference Number if you think
they've been stolen (you'll get one of
these when youreportitat your local
police station). You can only claim for
three sets of keys during your lease.

14

Legalliabilities

If there'sanincident that resultsin
the accidental bodily injury or death
of others, ordamage to property by
your scooter or powered wheelchair,
DLM will cover the legal liabilities.
They'lldo thisas long as the person
using the vehicle was the disabled
person listed on your policy.



What to do if you break
down or have an accident

Our first priority is your safety, then to get you back on
the move as soon as possible.

Uninsured loss recovery If you'reinanaccident

If you're involved in an accident 1. Check everyoneis safe and do not
caused by someone else who has admit fault

beenidentified, DLM will try to

recover your uninsured losses from 2. Ask for the details of the other driver
them. and take pictures of the accident scene
This is foranything that's not covered 3.Report the incident to DLM on

by yourinsurance, like your personal 08002940790 as soon as possible
belongings and personalinjuries. And

if you're injured, DLM willappoint a Lines are open 9am to 5pm,

solicitor to act for you.

Monday to Friday.

15
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If youbreak down
1. Move your product to a safe place

2. Open the app and click ‘Rescue me' to send a text message with your exact location
to Motability Assist (see below to download the app). If you do not have the app, you

can call08009535000.

3. They'llaim to be with you within 40 minutes, to take youand your product home

4. Once you're home, if your product needs any repairs or does not work, contact your

dealer

5. If you're not able to drive your product because of a breakdown, your dealer will aim to

give you another way of getting around

6. If you're on holiday in the UK with your product and need help, Motability Assist will
take you and your product back to wherever you're staying. If your product needs to be

repaired, we'll help you find a local dealer

7. A'fairusage’ policy applies to our breakdown service. \We reserve the right to charge
you for the cost of recovery if usage is excessive.

Download the Motability
Recovery App

Visit the App Store or Play Store,
search for'Motability Recovery’ and
follow theinstructions.

If you do break down, simply open the
app and click ‘Rescue me'tosend a
text message with your exact location
to Motability Assist, to help them find
you quicker. Youwill need location
services turned on for both your
phone and the app.

Download the app by scanning the
QRcode.

Getting your product repaired

First, contact DLM as soon as possible
on 0800294 0790.Lines are open
9.00am to 5.00pm Monday to Friday.

They'llassess the extent of the
damage and arrange a repair,
ifoneis needed.

Remember, your scooter or powered
wheelchair will only be repaired to
its original specification. Cosmetic
damage that does not affect normal
orsafe operationis notincludedin
this cover.




At the end of your lease

During the last three months of your lease, we'll be in touch
about handing your product back and getting your next one.

You might be eligible foran End of
Contract Payment If you're leaving the Scheme

Once your dealer's confirmed your product We'llbe sad tosee yougo.
has been returned, you might be eligible Just contact yoursupplier to

fora £100 End of Contract Payment. agreeatime toreturnyour
product at the end of your lease.

Visit motability.co.uk and search ‘End of
Contract Payment’ for more.

Get ready for the end of your lease

3 Check your bank details are up to date in your online account, to get your End of
Contract Payment faster. If you don't have an account we'll send youa cheque in
acouple of weeks

¥ Make sure you return any documents and equipment we gave you, including
chargerand keys

3 Plan for your next product on the Scheme by viewing what's available at
motability.co.uk/scooters

17



How to contact us

We always aim to give you the highest-quality service.
Whatever you need, we're always here to help.

How we'llkeepin touch

During your lease, you'llget our monthly
e-newsletter. If you're not getting this,
just make sure we have your correct email
address. You can check and update thisin
youronline account.

You can also visit motability.co.uk for all
the latest information. Or, connect with us
on Facebook, Instagram or YouTube.

If you have acomment or complaint When you're making a

If you're not happy with our service, complaint, we'llask you to give us:

we'd like to hear from you so we can

put things right. ¥ Your name and/or customer
reference number

Ifit'sabout a Scheme partner, like

Autohome, it's best to speak to them ¥ Youraddressand daytime

directly to try and resolve this. If youare contact number

not sure who to speak to, call 3¢ Details of what's gone wrong
03004564566. Linesare open andwhenit happened
8.30am to 6.00pm Monday to Friday .

and 9.00am to1.00pm on Saturday. % Whatyoud likeustodoto
We aim to resolve your concerns within put things right

eight weeks.

If you're still not satisfied

Not happy with how we've handled
your complaint? You canreferit tothe
Financial Ombudsman Service for free:

Financial Ombudsman Service

Exchange Tower, London E14 9SR
Call: 08000234567
complaint.info@financial-ombudsman.org.uk

18



Useful
contacts

Remember, digital services like your
online account are available all day,
every day to save you having to call.

Insurance enquiries: contact DLM

Call: 0800294 0790
motability.co.uk/insurance

Motability Scheme Customer Services

Call: 0300 456 4566
motability.co.uk

Department for Work and Pensions

For DLA Call: 08001214600
For PIP Call: 08001214433
dwp.gov.uk

Department for Communities (NI)

For DLA Call: 0800 587 0912
For PIP Call: 0800 587 0932 (
nidirect.gov.uk (

Social Security Scotland

Call: 08001822222
mygov.scot/benefits

Veterans UK

Call: 08081914218
veterans-uk.info

Save useful

L
' \ contacts
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