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DEFINITIONS 

Operations Centre: The operational structure consisting of personnel and technical 
equipment responsible for telephone contact with the Customer (as defined below) 
and for organizing and providing the Assistance Services. 
Customer(s): The Telepass S.p.A. customer, as well as any passengers traveling on 
board the Vehicle (as defined below), limited to the number of seats indicated in the 
vehicle registration certificate. 
On-site Repair (Depannage): Assistance service provided by an equipped vehicle 
capable of performing minor repairs on the spot, where possible (by way of 
example only: tyre replacement, assistance in case of fuel shortage, battery 
depletion), in order to allow the continuation of the journey without towing the 
Vehicle (as defined below). 
Assistance Provider: Means the suppliers that are part of the ACI Global Servizi 
S.p.A. Assistance Network (hereinafter “ACI Global”) for the provision of 
Assistance Services (as defined below) to Customers, as well as third-party 
suppliers affiliated with the above-mentioned organizations, suppliers directly 
contacted by ACI Global, and, with regard to Assistance Services abroad, 
Assistance Organizations such as Automobile Clubs, Touring Clubs and other 
similar organizations operating in each country included within the Territorial 
Coverage (as defined below), as well as third-party suppliers affiliated with such 
organizations. 
Territorial Coverage: Assistance Services shall be provided for Events occurring 
within the territories of the Italian Republic, the Republic of San Marino, Vatican 
City State, Austria, Croatia, France, Germany, Portugal, Slovenia, Spain and 
Switzerland. 
Breakdown: An Event affecting the Vehicle (as defined below) caused by wear and 
tear, defect, breakage or malfunction of its components such as to make it impossible 
for the Customer to use the Vehicle under normal conditions. 
The following are excluded: vehicle immobilization required for scheduled maintenance 
operations provided for by the manufacturer, installation of accessories and 
manufacturer recall campaigns. 
Exclusively for the “Towing” assistance service (as defined below), the following are also 
considered Breakdown: simultaneous puncture of two or more tyres, loss or breakage 
of keys, and incorrect fuel. 
Accident: An unintentional Event affecting the Vehicle (as defined below) while in 
motion, caused by lack of skill, negligence, non-compliance with rules and 
regulations, or fortuitous events related to road traffic, which results in damage to 
the Vehicle such as to make it impossible for the Customer to use it under normal 
conditions. 
Destination Location: The repair facility nearest to the immobilization location 
indicated by the Customer at the time of the assistance request, or, where 
unavailable, the ACI Global Assistance Provider reasonably organized for such 
purpose, if the Event occurs in Italy; 
Assistance Services: Those listed in Section 1 – ROAD ASSISTANCE 
SERVICES below.  
Towing: The transportation of the Vehicle (as defined below) requiring assistance 
to the Destination Location. 
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Vehicle: Any motorcycle, motor vehicle, SUV, passenger car, camper or motor 
caravan intended for the transport of persons and/or goods, with a maximum 
capacity of nine seats including the driver’s seat, and in any case not exceeding 
3,500 kg, bearing a foreign registration plate linked to a Telepass device. 
Journey: The travel of an eligible foreign Vehicle within the territories listed under 
the definition “Territorial Coverage”. 

1. ROAD ASSISTANCE SERVICES 

With Road Assistance Services, you are entitled to free roadside assistance for 

Vehicles up to 3.5 tonnes (as defined above) in the event of breakdown or 

accident, throughout the National and European territory (limited to the 

countries listed under “Territorial Coverage”), both on motorways and ordinary 

roads, together with the additional services listed below. 

1.1 Roadside Assistance (Towing and On-site Repair) 

In the event of breakdown or accident affecting the Vehicle, provided that the 

Vehicle is located on roads open to traffic and accessible by the rescue vehicle, 

the Operations Centre will send a rescue vehicle to the location indicated by the 

Customer, which will: 

a) Resolve the cause of immobilization on site, by means of minor repairs 

to restore the Vehicle’s mobility, where possible. Any costs related to 

spare parts required for such minor repairs shall remain entirely 

at the Customer’s expense and shall be settled directly with the 

Assistance Provider dispatched. 

b) If necessary, transport the Vehicle to the nearest Destination Location, 

within a maximum operational radius of 30 km (i.e. 60 km round trip), 

calculated from the Vehicle’s immobilization location, both on ordinary 

roads and motorways. Any kilometres exceeding this limit shall be 

entirely borne by the Customer and settled directly with the 

Assistance Provider dispatched. 

If, at the time of requesting Roadside Assistance, the Destination Location is 

closed (night-time or public holidays), the Operations Centre shall arrange for 

deferred towing of the Vehicle at the earliest available opening hours and, in any 

case, as soon as possible, compatibly with the operational requirements of the 

rescue services, with storage costs covered for up to a maximum of three days 

and including subsequent transport. 
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1.2 Difficult Vehicle Recovery 

If the Vehicle is immobilized outside the roadway, the Operations Centre, upon the 

Customer’s request, shall arrange for an appropriate rescue vehicle capable of 

returning the Vehicle to a roadworthy position in order to allow the Journey to 

continue or to perform Towing. This service is provided up to a maximum 

amount of EUR 150.00. Any excess costs shall remain at the Customer’s 

expense.  

1.3 Replacement Vehicle (Italy only) 

If, following Towing, the Vehicle remains immobilized and repairs cannot be 

completed on the same day as the Event, the Operations Centre shall provide a 

rental vehicle without driver, Category C, for a maximum of 3 days (and up to a 

maximum of 5 days if the Event occurs during the weekend), subject to 

availability within the network of affiliated suppliers.  

The replacement vehicle shall be provided with unlimited mileage, including 

compulsory third-party liability insurance and additional CDW (partial waiver of 

collision damage excess) and TP (partial waiver of theft excess). The following 

shall remain at the Customer’s expense: fuel costs, non-mandatory insurance, 

tolls/ferries, drop-off charges, compensation penalties for damage and theft, and 

any optional additional services. 

It is understood that the provision of the Replacement Vehicle shall be subject to 

the general rental terms and conditions of the rental companies used by the 

Operations Centre, in particular with regard to: 

- opening hours of affiliated rental offices; 

- availability of vehicle category as per contractual terms; 

- credentials and forms of guarantee and/or security deposit. The security 

deposit must always be paid by the Customer using a valid credit card 

(prepaid cards are not accepted). 

If the Customer decides to carry out scheduled maintenance and/or ordinary 

servicing during the repair period, the time required for such operations shall not 

be cumulative with the time relating to the Event that caused the repair.  

This service is provided only in Italy and as an alternative to Hotel Expenses 

and Passenger Return or Journey Continuation. 

1.4 Passenger Transport (Taxi Service) 

If Towing has been provided, the Customer shall be enabled to reach the location 

from which the tow truck originates or the repair workshop to which the Vehicle is 

transported, using, where possible, the same rescue vehicle or otherwise a 

means considered most appropriate by the Operations Centre, which may 
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provide a taxi service to reach a hotel or the nearest railway station or airport, 

covering costs up to a maximum of EUR 80.00. 

1.5 Hotel Expenses 

If Towing has been provided and the Vehicle must remain immobilized and repairs 

cannot be completed within the same day, as confirmed by the repair workshop, or 

if the workshop remains closed for more than 24 hours, and the Customer wishes 

to wait on site for completion of the repair, the Operations Centre shall arrange 

accommodation for the Customer and any passengers at a local hotel, covering 

overnight stay and breakfast costs for the duration of the repair, up to a maximum 

of three nights and up to EUR 100.00 per night, with an overall maximum of EUR 

500.00 per Event, regardless of the number of persons involved and in any case 

within the maximum number of passengers allowed by the vehicle registration 

certificate.  

This service is provided as an alternative to the Replacement Vehicle (Italy 

only) and to Passenger Return or Journey Continuation. 

1.6 Passenger Return or Journey Continuation 

If, following Towing, the Vehicle must remain immobilized and repair requires more 

than eight hours of labour, as confirmed by the repair workshop, the Operations 

Centre shall provide the Customer and any passengers with a first-class train ticket 

to return home or to continue the Journey. If the train journey exceeds six hours, 

an economy-class airline ticket shall be provided.  

In all cases, the service is provided up to a maximum amount of EUR 300.00 

per Event, regardless of the number of persons involved. 

This service is provided as an alternative to the Replacement Vehicle (Italy 

only) and to Hotel Expenses. 

1.7 Recovery of the Repaired Vehicle 

If, following Towing, the Vehicle remains immobilized for more than 24 hours, as 

confirmed by the repair workshop, and if the Customer has already used the 

“Passenger Return or Journey Continuation” service, the Operations Centre shall 

provide a one-way first-class train ticket or economy-class airline ticket to 

allow the Customer to collect the repaired Vehicle, up to a maximum total 

amount of EUR 200.00 per Event. 
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2. EXCLUSIONS 

Assistance Services shall not be provided in the following cases:  

- services used without prior authorization from the Operations Centre, except 

for motorway roadside assistance when intervention is carried out by a 

different Assistance Provider, or when the Customer is unable to contact the 

Operations Centre due to force majeure; 

- Events arising from: competitive motor races, trials and training sessions, 

wars, revolutions, riots or civil disturbances, looting, sabotage, vandalism, 

terrorism, piracy, strikes, earthquakes, atmospheric phenomena classified as 

natural disasters, acts of government authorities, force majeure, direct or 

indirect consequences of pandemics, atomic transmutation or radiation 

caused by artificial acceleration of atomic particles; 

- Events caused by improper use of the Vehicle; 

- Events occurring while the Vehicle is driven by an unauthorized driver or by 

a driver without a valid driving licence; 

- Events caused by abuse of alcohol, psychotropic drugs used outside 

therapeutic purposes, narcotics or hallucinogens; 

- Events caused by wilful misconduct or gross negligence of the Customer; 

- damage to personal belongings and, in the case of commercial vehicles, 

goods carried on board, and any resulting economic losses. 

The Operations Centre shall not be liable for delays or impediments in the 

provision of Assistance Services due to force majeure (by way of example: natural 

events, strikes, authority measures) occurring during service provision. 

3. DISPOSIZIONI E LIMITAZIONI 

All Assistance Services must be authorized by the Operations Centre. If the 

Customer independently arranges for any service provided for in this Guide without 

prior authorization from the Operations Centre, the Customer shall not be entitled 

to any reimbursement of the expenses or costs incurred, which shall remain 

entirely at the Customer’s own expense. 

Therefore, all Assistance Services must always be requested from the Operations 

Centre, which shall organize and provide them, or must be expressly authorized in 

advance by the Operations Centre for the purpose of any possible reimbursement.    

The only exception to the above provision applies to the service referred to as 

“Towing”, for which reimbursement of expenses independently incurred by the 

end Customer may be recognized exclusively in the strictly limited cases where, 
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due to force majeure—such as, by way of example: (an event occurring on a 

motorway following activation of the emergency SOS column, intervention 

requested by Law Enforcement Authorities, proven impossibility to contact the 

Operations Centre by telephone) and which ACI Global Servizi S.p.A. reserves 

the right to verify on a case-by-case basis, the intervention was not organized by 

the Operations Centre. In such cases, the Customer may submit a specific written 

reimbursement request within 30 (thirty) days from the date of the Event, under 

penalty of forfeiture of any related right, unless force majeure applies, to the 

following address: 

ACI Global Servizi S.p.a.   

Via Stanislao Cannizzaro, 83/A 

00156 Rome – Italy 

Ufficio Rimborsi 

 

It is understood that the maximum reimbursable amount shall not exceed the 

amount relating to the “Roadside Assistance” service, as resulting from the 

national tariff in force at the time of the Event, available on the website 

[www.aciglobalservizi.it] reserved for “non-member” users. 
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4. HOW TO USE THE SERVICE 

In case of need, the Customer must contact the Operations Centre of ACI 

Global Servizi S.p.a. by calling the toll-free number 800 888 811 (available 

only from italy) or the landline number +390266165009 and provide the 

following information: 

• personal details and a contact telephone number; 

• make, model and registration number of the vehicle in use; 

• location of the vehicle breakdown or immobilization; 

• type of service requested. 

 
The Customer may also be asked to provide additional information, such as a 

current or temporary address. 

Once the above information has been received, the Operations Centre shall verify 

in real time that the Customer is entitled to the Assistance Services and, if the 

verification is successful, shall validate the assistance request.  
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