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Home Emergency
The following only applies if your Home Insurance schedule shows that Home Emergency is included and the

appropriate premium has been paid.

The aims of this insurance

This policy provides assistance in the event of certain home emergencies, whichimpactthe safety and security of
your home, potentially rendering it uninhabitable.

This policyis suitable forsomeone who wishes to coveran emergency caused by specifiedevents when they do not
already have relevantinsurance cover.

It is not designed to replace your buildings and contents insurance and will not provide assistance fornormal day to
day home maintenance.

This policy provides assistancein the event of the emergencies outlined in the table below.

Please call us as soon asyou are aware of the emergency.

Status disclosure

This policyis administered by Gallagher

This policyis provided on behalf of Gallagher which is authorised and regulated by the Financial

Conduct Authority. Its registered office is at The Walbrook Building, 25 Walbrook, London, EC4 8AW

It is registered in England no: 01193013

This policyis underwritten by Inter Partner Assistance SA (IPA) which is fully owned by the AXA Assistance Group. Inter
Partner Assistance is a Belgjan firm authorised by the National Bank of Belgium and subject to limited regulation by
the Financial Conduct Authority. Details about the extent of its regulation by the Financial Conduct Authority are

available from us on request. Inter Partner Assistance SA Financial Conduct Authority Register numberis 202664.

You can checkthis onthe Financial Conduct Authority’s Register by visiting the website www.fca.org.uk/register

AXA Assistance (UK) Limited provides the services described in this policy.

Yourpolicyis subjectto English Law and you and we agree to submit to the non-exclusive jurisdiction of the English
Courtsifthereis an unresolved dispute between us.

Important information

This document sets out the terms and conditions of your cover and it is important that you read it carefully. The
amountofyouholdis shown in your Home Insurance schedule.

If we make any changes to your policy cover limit, these will be confirmed to you separately in writing.

Each section of this document explains whatis and is not covered. There are also general exclusions thatapplyto all
sections of the cover, and there are general conditions thatyou must follow for the policyto coveryour claim.

How to make a claim.

Please call us as soon asyou are aware of the emergency.


http://www.fca.org.uk/register
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You maynotclaim undera new policy for the first 14 days unlessyou are renewingyour existing policy.

Are you havingone of the following emergencies?

Plumbingand Drainage.
Failure of internal electrics.
Security (i.e. glazing & locks).
Pests.

Gas supply pipe.

Boiler & heating system
Roofing

If so, to obtain assistance, contactthe 24 hour Emergency Helplineon: 01737 334491

Please have as much information as possibleto hand includingyour policy number,to enable us to assist you as
quicklyas possible.

What will happen next:

e Ifyou sufferanemergencyatyourhome,youshouldtell us onthe emergencytelephone number. We will
then:

e Adviseyouhow to protect yourself and your homeimmediately;

e Validate your policyand arrange for one of ourauthorised contractors to getintouchwith you to make an
appointment or we mayin some circumstances agree to settle your claim on a reimbursement basis;

e We,alongwith ourauthorised contractors under our delegated authority, willthen manage your claim from
that pointonwards and keep you updated throughout your claimjourney;

e We willorganiseand payupto £1000 perclaim including VAT, forcall out, labour, parts and materials to
carry outan emergency repair;

e Intheeventofyour home becominguninhabitableand remainingso because ofa covered event, we will
contribute up to £200 inc VAT towards the cost of your (including your pets) accommodation, including
transport to the accomodation, on a reimbursement basis, to be arranged in yourlocal area;

e We would always recommend that you arrange for a permanent repair to be completed by a qualified
tradesperson as soon as possible, once we have carried out an emergency repair and contained the
emergencyforyou, as this mayonly provide a temporarysolutionto the problem. A permanent repairwill be
carried out only if it can be undertaken on the first visit and would cost no more than a temporary repair.

Claims under this policy can only be made by

You,your immediate family, lodger oranyone callingonyour behalf

If the emergency repair costs morethan £1000,

We will: require you to contribute the difference or subject to our prioragreementand on receipt ofyour engineer’s
fully itemised and paid invoice, we would payyou up to £1000 inc. VAT as a contributiontoarepair which you will
arrange yourself, takingaccount of costs already reasonably incurred by our authorised contractor, for the initial visit.

This will be in fulland final settlement of your claim.

When we make a repairwe will leave your home safe and habitable but we will not be responsible for reinstatingit to
its original condition, although you may find that this is covered under your buildings insurance.

In some circumstances we may find it difficult to deploy an authorised contractor to attend your home or deal with
your emergency within a reasonable timescale. Examples of such circumstances are:

e [Excessive demand
e Badweather
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e Industrial action

e Partsavailability
e Availability of a specialist.

In these circumstances, you may, with our prior agreement, arrange for your own contractor to resolve your
emergency and we will refund the cost of your contractorupto £1000inc. VAT.

Please provide a fullyitemised invoice or receipt from your own contractor, evidencing payment, to support your claim
forreimbursementwithin 6 monthsof your claim beingauthorised by us. If a new boiler or heating system is installed,
you will also need to provide the make, model, serial numberand Gas Council number.

We will only reimburse the cost of the emergency repairapplicable underthe policy.

Otherinsurance

If you makea claim forany liability, loss or damage that is also covered by any other insurance policy, we will only pay
our shareof the claim.

Getting our claims costs back

If we think someone else is at fault for a claim that we pay, we may follow up that claim in the name of anyone
claimingcover underthis policyto get back the payments that we make.

Anyone makinga claim underthis policy must give us any help and information that we need.

Parts availability

Availability of partsis an important factorin providing emergency repairs. If our engineer doesnot carry the spare
parts needed on the day of yourappointment, we will do all we reasonably can to find and install parts from our
approved suppliers. We may use new parts or parts that have been reconditioned by the manufacturerorapproved

third parties.

We maynotreplaceparts on a like for like basis but will provide an alternative suitable for containingthe e mergency.
However, there may be times when replacement parts are delayed because of circumstances beyond our control.

In these cases we will not be able to avoid delays in repair; we will keepyou informed throughout your claim.

There mayalso be occasions where parts are no longeravailable. In these situations we will ensure your home is safe
andif required, we will arrange foryou to receive a quotationfora suitable replacement item at your cost.

Meaning of words

Whergverthe followingwords and phrases appearin bold in this document they will always have the following
meanings.

1. Access

Gainingthe necessaryaccess to resolve the emergency.

2. Authorised Contractor

A tradesperson authorised by us to assessyourclaim,and carry out repairs in yourhome under this policyand under
our delegated authority.

3. Covered / Insured Events

Emergencyto essential services in yourhomelisted in the section below headed “What is covered”.

4. Emergency

A sudden and unforeseen incidentin yourhome which immediately; exposes you or a third partyto a risk to
health or; Creates a risk of loss or damage to yourhomeand/orany of your belongings or; Makes your home

uninhabitable.

5. Emergency Repairs
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Work undertaken by an authorised contractor to resolve the emergency by completing a temporary repair.

6. Insured/ You / Your

You, the policyholder,and /orany member of your immediate family normally livingat your home.

7 . Period of Insurance

Oneyear from the start or renewal date shown on your policy schedule.

8. Home

The house or flat shown on your Home Insurance schedule, its integral (built-in) garages all used for domestic
purposesonlyinthe United Kingdom. It does not include bedsits or properties with multiple occupation, residential
homes, nursinghomes, detached garages, sheds, greenhouses and other buildings.

9. Reimbursement Basis

Subjectto our prioragreementand on receipt of the engineer/ installer/ supplier/ authorised contractor’s fully
itemised invoice, we will payyou upto £1000 inc. VAT as a contribution to a repair which you will arrange yourself.
This will be in fulland final settlement of your claim.

10. Reinstatement

Making good any damage caused to the fabric of your home as a result of trace and access.

11. Temporary Repair

Repairs and/orwork immediately required to stop further damage being caused by the e mergency. You will need to
replace this with a permanent repair.

12. Third Party

Any party otherthanthe policyholderorour authorised contractor.

13.Trace

Identifyingand locating the source of the e mergency.

14.We /Us / Our

Inter Partner Assistance SA, The Quadrangle, 106-118 Station Road, Redhill, Surrey, RH1 1PR and/orits service

provider AXA Assistance (UK) Limited, of the same address. AXA Assistance (UK) Limited will arrange for you to receive
the Home Emergency services described in this Policy using authorised contractors.

15. United Kingdom

United Kingdom of Great Britain and Northern Ireland, including the Isle of Man and the Channel Islands, where itis
more likelythatyourclaimwill be settled on a reimbursement basis.

WHAT IS COVERED WHAT IS NOT COVERED
We will only payforthe emergency repair. There are conditions and exclusions, listed below,
We will not payforanydamage caused by the which limitthe type and value of emergency repairs

emergency. you can claimfor.
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The emergencies listed below are covered under this
policy:

‘ WHAT IS COVERED

PLUMBING

An emergency relatingto:

The internal hotand cold water pipes between the
main internal stopcock and the internal taps;

The cold water storage tank;

Flushing mechanism of a toilet;

A leak from:

m Your toilet;

m Pipesleadingto and from the shower or bath;

| |
m Central heating water pipes.

‘ WHAT IS COVERED

DRAINAGE

An emergency relatingto the blockage of, ordamage
to the waste pipes causinga blockage ora waste
waterleak.

The below is a list of emergencies thatyou would be
covered for:

Blocked sinks, blocked or leaking waste pipes, along
with rainwater drains;

Blocked bath, toilets or external drainage.
Youwill still be coveredif you do have another
workingtoilet or bathingfacility;

Blocked orleakingsoil vent pipes, provided you are
solelyresponsible forthis.

Please read them carefullyto ensure this cover meets
your needs. We do not wish you to discover afteran
emergency has occurred thatitis not covered under
the policy.

The followingincidents are NOT covered underthis
policy:

WHAT IS NOT COVERED

Any drippingtap/nozzle oranyother part of the
plumbingordrainage system where the wateris safely
escapingdownadrain;

Replacing external overflows, cylinders, hotand cold
water storage tanks, radiators, immersion tanksand
sanitaryware including sinks and basins;

Breakage of any basin, bath, bidet or shower base;
Burst or leakingflexible hoses along with breakdown,
leak ordamage to domestic appliances such as
dishwashers and washing machines;
Repairingorreplacinginstant boiling water taps;
Saniflow toilets, septic tanks, swimming pools and hot
tubs;

Repairto, or replacement of, all pipe work outside the
home;

Dealing with temporarily frozen pipes;

The cost of reinstatement, resulting from trace and
access.

WHAT IS NOT COVERED

Repairsto drainsthat are the responsibility
of the local waterauthority (even if they
are within the boundaries of the home);

Repairing, replacing manholes,

soakaways, Saniflow toilets, septic tanks (clearing or
emptying), cesspits, treatment plants
andtheiroutflow pipes, blockedor misaligned
gutteringand downpipes;

Regularly cleaningyourdrains and any
descalingofyourdrains;

Removing, replacingorrepairingany part
of the drain which isdamaged but does
notresultin the total blockage of the drain;

Repairing or unblocking drains which are
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FAILURE OF INTERNAL ELECTRICS

‘ WHAT IS COVERED

used forcommercial purposes;

Makingaccess to drain systems points of
entry (such as manhole covers)if these
have been built over;

Drain clearance due to installation faults
or misuse of drains such as flushing baby
wipes down the drain, grease or cooking oil;

The cost of reinstatement, resulting from trace and
access.

WHAT IS NOT COVERED

Completefailure of your electricsrendering your
home uninhabitable. Forexample: failedwiringto
immersion heaters/boilers/bathroom lights.

WHAT IS COVERED

SECURITY

An emergency relatingto windows, external doors,
locks or keys as a result of vandalism, theftor
attempted theft, whichcreates animmediate risk to
the health orsafety of you orathird party, orleaves
your home unsecure.

Failure of burglar/fire alarm systems, CCTV
surveillance or swimming pools and their plumbing or
filtration systems. Also shower units, replacement of
light bulbs and fuses in plugs;

Repairto, or replacement of, electrical appliances

such as cookers, all electrical wiringand infrastructure
outside the home.

WHAT IS NOT COVERED

Windows

Windows, keys and locks

Broken and cracked windowswhich resultinthe
home not beingsecure.

We will undertakean emergency repair using
boardingorsimilar material to resolve the immediate
security risk.

Keys and locks

Gainingaccessto, or securingyour home through an
external door where you have no alternative means of
accessto, or securingyour home due to:

°
e stolenkeys;
o failure of the external locking mechanismto

the door;

Replacement of a single set of keys (if this is the only

Breakage of internal glass;

Fences, outbuildings and detached garages: damage
towindows, doors orlocks;

Double glazingwhere one pane is broken butthe
otheris intactand the home is therefore secure.
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alternative to resolve the emergency).

‘ WHAT IS COVERED

PESTS

Removal of rats, mice andwasps, where evidence of
infestation inyour home has been found.

‘ WHAT IS COVERED

WHAT IS NOT COVERED

Pests found outside your home, such as in detached
garages and outbuildings.

Properties with a thatched roof

Failure to follow recommendations made by us or by
our authorised contractor on pest prevention or
hygiene measures orelimination and blockage of
entry points.

WHAT IS NOT COVERED

INTERNAL GAS PIPE

A leak from the internal gas supply pipe
in yourhome between the meterand a
gas appliance. We will repairorreplace
the section of pipe, followingthe isolation
ofthe gas supply by the National gas
Emergency Service.

If you thinkyou havea gas leak, you
should immediately call the National Gas
Emergency Service on 0800 111 999.

‘ WHAT IS COVERED

BOILER AND HEATING SYSTEM

Restoration of gas supplyis notincluded. Please
contactyour Utility Company who will be able to
arrange this for you;

Corrosion of the gas supply pipe due to natural wear
andtearor methods used to conceal the pipe work,

suchas

undera concrete floor, without adequate protection;

The cost of reinstatement, resulting from trace and
access.

WHAT IS NOT COVERED

Completefailure or breakdown of your primary
heating/hot water system, resultingin no hot water
and/orheating,

We will also coveryou for:
e Alossofwaterpressure within a boiler due to
a fault;
e A waterleak from the boiler/heating
System;
e Theinabilityto manually switch off your boiler

Included:

Domestic gas boiler within your home, the output of
which does not exceed 60Kw/hr. This also includes
boilerisolating valve, along with all manufacturer’s
fitted components within the boiler - together with
the pump, motorised valves, thermostat, radiator,
timer,temperature pressure controls

Commercial boilers or heating systems with an output
of over 60kW/hr;

Boilers or heating systems over 10 years old;

Heating system failure to light up aftersummer
shutdown

Any heating system which is not wholly situated within
your home oris shared with neighbouring dwellings;

Descalingand any work arising from hard waterscale
deposits (including power flushing) orfrom damage
caused by hard water orsludge resulting from
corrosion.

Signs that work is needed mayinclude a noisy boiler,
sludged up pipes or poor circulation;

Thermostatic valves;
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Claimsrelatedto otherforms of primary heating, such
as renewable technologies in your home orfuels used
such as oil, LPG, solid fuel, electric boilers and solar,
may be settled on a reimbursement basis if an
authorised contractoris notavailable atthe time in
your local area;

WHAT IS COVERED

Re-lighting of pilot lights

Replacement of any equipment added to the standard
heating system such as a Magnaclean orsimilar
device;

Adjustmentsto the timingand temperature controls,
or replacement of controls which can be manually
operated safely, including relighting the pilot
light/flame;

Any costs forthe repair of yourheating system which
is covered bya manufacturer, supplier, installer or
repairer guarantee or warranty;

Boilers which are still working, but you suspect may be
aboutto break down (e.g. where a noise has
developed)orwhere the faultis notapparentto our
authorised contractor;

Any routine maintenance, cleaningand servicing, as
well as repairs that require a power flush of your boiler
or main heating system;

Any repair or replacement of under floor heating
systems, warm air units, airor ground source heat
pumps.

Any faultarising due to sludge/scale/rust/ debris
withinthe primary heating system ordamage caused
by any otherchemical composition of the watere.g. if
you residein a hard waterarea (as perthe Local
Water Authority);

Repair/replacement of convector heaters, inhibitors,
watertanks, radiators, radiator valves and hot water
cylinders;

Repairto, or replacement of, gas appliances such as
cookers;

Any loss or damage resultingfrom a lack of proper
maintenance, including that caused by orto a boileror
central heating system which has not been
maintained orin accordance with manufacturers’
instructions. Itis your responsibility to check the
requirements foryour specific appliance;

Repairorreplacement of the flue due to wearand
tear;

Any adaptations made to the property which do not
complywith the regulations applicable atthe time;

If you are alandlord, we wouldnot be able to work on
the boilerand/or heating system ifyou are unable to
provide us with the mostrecentand valid CP12
document or Landlord Certificate.

WHAT IS NOT COVERED

BOILER AND HEATING SYSTEM - BEYOND ECONOMICAL REPAIR
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If in the opinion of our authorised contractor, we are
unable to repairyour boiler/hot water system, we will
pay you £250 towards buying a replacement boiler
or heating system. this can be claimed ona
reimbursement basis following receipt of an invoice
from a Gas Safe Contractor within 90 days of our
attendance atyour home;

Yourboiler/hot water system may be deemed beyond

economical repair (BER) if:

The total cost of partsto repairit (including VAT)

exceeds 85% of the manufacturer's current retail

price of:

e thesameorequivalent model of yourboiler
bought as new; or, if thisis notavailable,

e anew boilerofthe same orsimilarmake, model
and outputasyour boiler,

where the average current retail price of parts

required to complete the repairis based on the cost

of such parts obtained through ournominated UK

suppliers.

If we are unable to repairyourboiler/hot water
system and you chooseto not replace it, cover under
this section will no longerapply.

If you haverecentlymoved into your home, we
recommendthata service is carried outon yourboiler
and central heating system.

‘ WHAT IS COVERED

TEMPORARY HEATING

We will not paythe contributionto a new boilerif the
parts needed to repair your existing boilerare
obsolete.

WHAT IS NOT COVERED

If you haveno heatingand a part needs to be ordered
followingthe engineer’s first visit, orif we are unable
to repairthe boiler/heating system, you havethe
optionto either purchase heaters upto avalue

of £50inc VAT on a reimbursement basis.
Alternatively we can delivertwo temporary heaters to
your home.

‘ WHAT IS COVERED

‘ ROOFING

An emergency relating to the roof w here there is ingress
of w ater due to missing or repositioned roof tiles during
storm or bad w eather.

We will undertake an emergency repair using tarpaulin
or similar material to resolve the immediate home
emergency.

Our authorised contractor will only attend when it is fit
and safe to do so, and due to health and safety, or
adverse weather our arrival time or ability to fix your
roof may be delayed.

WHAT IS NOT COVERED

Replacement of tiles (unless this is the only way to
contain the emergency);

Flat or tarpaulin roofs

Emergencies arising from poor roof maintenance or
w ear and tear;

Damage caused to property and/or contents as a result
of wateringress.
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General Exclusions

We will not coverthe following:

1) Arepairif youare aggressive towards ourauthorised contractors or staff orimpede or prevent access to your
home atreasonable timesto complete the repair;

2) Lossor damage arisingfrom emergencies whichwere known to you before the start date of this policy;
3) Anylosswhereyoudid notcontact usto arrange repairs;

4) Disconnection orfailure of mains services by a utility company concerned orany equipment or services which are
the responsibility of the utility company;

5) Anyemergency inahomethathas been unoccupied formore than 30 consecutive days;

6) Anydefect,damage or breakdown caused by modification, negligence or misuse, or where you have failed to
follow remedial advice from o ur authorised contractor;

7) Anylossor damage arisingas a consequence of war, invasion, act of foreign enemies, terrorism, hostilities
(whetherwaris declared or not), civil war, rebellion, revolution, insurrection, coup, riot or civil disturbance;
ionising radiation or contamination by radioactivity from any nuclear fuel orfrom any nuclear waste from
combustion of nuclearfuel, the radioactive toxic explosive or other hazardous properties of any explosive nuclear
assemblyorits nuclearcomponent;

8) Anylossor damage arisingfrom structural problems as a result of any form of subsidence, bedding down of new
structures, demolition, alterations to your home or the use of defective products;

9) Any repair costs which are covered by a manufacturer, supplier, installer or repairer guarantee or warranty;

10) This insurance does not cover normal dayto day maintenance at your home thatyou shouldcarryout. Nordoes it
pay forreplacingitemsthat wearout overa period of time or replacement of parts on a like for like basis where
the replacementis necessaryto resolve the immediate emergency;

11) If you have been advised of remedial work, which you cannot prove has been carried out by a recognised and

competent contractor on their previousvisits or by a recognised third partyauthority, suchasyourlocal water
authority, utility company or boiler manufacturer;

12) Any defect, damage or breakdowndirectly caused by third party interference, (unless carried out by our
authorised contractor)including attempted repairs or modifications which do not meet recognised industry
standards;

13) No costsforrepairs, parts or services are payable underthis insurance unless we have been notified byyouora
person callingon your behalf through the 24 hour claims helpline,and we haveapproved a contractorin
advance;

14) Costof Trace and Access to locate the source of the emergency;

15) Any boilerinspections orany other emergency repairs where asbestos may be disturbed;

16) The removal of asbestos;

17) Repairing orreplacinga faulty or non-functional smart device. You shouldcontact your chosen smart device
installer.

18) The costofreinstatement, resultingfrom trace and access.

19) Whenwe make a repairwe will leave your home safe and habitable but we will not be responsible for reinstating
it to its original condition;

20) Where Health and Safety regulations, adverse weather, or a risk assessment that has been carried out, prevent
our authorised contractors being able to attend to the emergency or carryout work in yourhome;

21) Costs associated withanother propertyorcommunal / shared areas if your home is in a multiple-occupancy or
multiple-usage block or building;
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22) We reservetherightto decline to renew your policy.

RENEWAL AND CANCELLATION RIGHTS
Renewals;

Before the end of your current Home Insurance policy, we will write to you to tellyou about any changes to what is
included inyour agreement oranychangesto ourprices forthe nextyear.

Unlessyou tell us when we write to you that you do not want to renew, we will automatically renewyour agreement for
anotheryearif you have chosen to pay by Direct Debit.

Cancellation - Your Rights

If you find that this cover does not meet your needs, please contact Gallagher Limited on 0345 000 0438 within 14
days of receivingthis documentand theywill arrange for us tocancel this policy. You will receivea full refund of your
premium, providedyou have not made any claims.

If you cancel the policy outside the 14 day period you will receive a refund of your premium proportionate to the
amount oftime leftto run on the policy, less an administrative charge provided you have not madeany claims.

Cancellation - Our Rights

We may cancel this policy by giving you at least 14 days written notice at yourlast known address for the following
reasons;

e [fyou failto satisfythe terms of your policy
e Ifyou refusetoallow usreasonable accesstoyourhomein orderto provide the services you have asked for
underthis policy or if you fail to co-operate withouragents, representatives orauthorised contractors.

If you otherwise ceaseto comply with the terms and conditions of this policy:

e We maycancelthis policy without giving you prior notice if, by law, or other similar reasons we are unable to
provide it.

If we exercise ourrights to cancel the policy underthis section, we will refundthe premium paid proportionate to the
remaining period of insurance, provided you have not made any claims. We reserve the right to refuse renewal of any
individual policy.

We may cancel this policy withimmediate effect if:

e Youmakeortryto make afraudulent claim under your policy;
e Youare abusiveorthreateningtowards our staff;
e Yourepeatedlyorseriously break the terms of this policy.

We will continue to honourany claims made before cancellation.
FRAUD, MISREPRESENTATION AND NON-DISCLOSURE
If we find thatyou, anybody insured by this policy oranyone acting foryou has:
e Knowinglyfailed to answer questions correctly, or has misrepresentedthe answerto questions orany
information given, orhas manipulated any answers provided to online questions, and these answers would
have affected the decisionto provide you with cover, orthe terms and conditions of cover orthe premium

required;

e Misledus inanywayforthe purpose of obtaininginsurance, or obtaining more favourable terms, or obtaining
a reduced premiumorinfluencing usto accepta claim;

e Madeafraudulentorfalse claim infull orin part, misrepresented anyanswers to questions orany
information given in orderto influence usto accepta claim, exaggerated the amount of the claim or provided
false orinvalid documents in support of a claim;or
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e Withdrawna claim, had a claim refused ordeclined or had a policy cancelled or made void followingan
allegation or suggestion of fraud by us oranotherinsurer, we may;

e Cancelorvoidyourpolicyand all other policies which you hold with us fromthe date of the fraud,
misrepresentationor non disclosure and retain any premium you have paid for the policy;

e Refuseto paythe whole of your claimif any partis inany way fraudulent, false or exaggerated
and recover from you any costs we have incurred;

e Amend your policy details to record the correct information, collect any additional premium due and charge
administration costs.

Complaints Procedure
We will always aim to do our best. However there may be times whenyou are not happy with ourservices.

If you havea complaintabout ourservice, you can write to our Customer Relations Manager at:
Customer Relations - Home Emergency Inter Partner Assistance SA, The Quadrangle, 106-118 Station Road, Redhill,
Surrey, RH1 1PR, UK. or you can phoneuson: 01737 815913 oryoucanemail usat:

homeemergencycomplaints@axa-assistance.co.uk

We will deal with your dissatisfaction as soon as we can and try to reach an amicable resolution.
If we are unable to reach a resolutionwithin 8 weeks orif you are not happy with ourresolution,youmay have the
right to referthe matterto the Financial Ombudsman Service by writing to:

Financial OmbudsmanService
Exchange Tower, London, E14 9SR, UK.

E-mail: complaint.info@financialombudsman.org.uk
Followingthe complaints procedure does not affect your legal rights.

Details on how to take your complaint to the Financial Ombudsman Service can also be found on the Online Dispute
Resolution (ODR) platform http://ec.europa.eu/consumers/odr/ which has been set up by the EU Commission.

FSCS

We are a member of the Financial Services CompensationScheme (FSCS). The FSCS offers protection for customers
of financial services firms. You can get more information at www.fscs.org.uk

Data Protection

Details of you, your insurance cover under this policy and claims will be held by us (acting as data controllers)for
underwriting, policyadministration, claims handling, providing emergency assistance, complaints handling, sanctions
checkingandfraud prevention, subject to the provisions of applicable data protection law and in accordance with the
assurances contained in our website privacy notice (see below).

We collectand process thesedetails as necessary for performance of our contract of insurance withyou or complying
with ourlegal obligations, or otherwisein our legitimate interests in managing our business and providing our
products and services.

These activities mayinclude;

a. use of sensitive information about the health or vulnerability of you or others involved in youremergency, in order
to provide the services described in this policy. By using our services, you consent to us using such information for
these purposes,

b. disclosure of information about you and your insurance coverto companieswithin the AXA group of companies, to
our service providers and agents in orderto administerand service your insurance cover, to provide you with
emergency assistance, forfraud prevention, to collect payments, and otherwise as required or permitted by
applicable law;
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¢. monitoringand/or recording of your telephone calls in relation to coverfor the purposes of record-keeping, training
and quality control;
d. obtainingand storingany relevantand appropriate photographic evidence of the condition of your property whichis
the subject of the claim, forthe purpose of providing services under this policy and validating your claim; and
e. sendingyoufeedbackrequests orsurveys relatingto ourservices, and other customer care communications.

We will separately seek your consent before using or disclosing your personal data to another party forthe purpose of
contactingyou about other productsor services (direct marketing). Marketing activitiesmay include matching your
data with information from public sources in orderto send you relevant communications. You may withdraw your
consentto marketingatanytime, oropt-out of feedback requests, by contactingthe Data Protection Officer (see
contact details below).

We carryout these activities within the UK and both within and outside of the European Economic Area (the European
Union plus Norway, Liechtenstein and Iceland) and Switzerland, across which the data protection laws provide a
similarlevel of protection.

By purchasingthis policyand usingour services, you acknowledge that we may use your personal data, and consent
toour use of sensitiveinformation, both as described above. If you provide us with details of otherindividuals, you
agree toinform them of our use of their data as described here and in ourwebsite privacy notice (see below).

Youare entitled on request to a copy of the information we hold aboutyou, and you have otherrights in relation to
how we use your data(as setoutin ourwebsite privacy notice - see below). Pleaselet us knowifyou thinkany
information we hold aboutyou is inaccurate, so that we can correct it.

If you wantto know what information is held about you by Inter Partner Assistance or AXA Assistance, or have other
requests or concerns relatingto our use of your data, please write to us at:

Data Protection Officer

The Quadrangle

106-118Station Road

Redhill

RH1 1PR

UK

Email: dataprotectionenquiries@axa-assistance.co.uk

Our full data privacy notice is available at: www.axa-assistance.co.uk

Alternatively, a hard copyis available from us on request.
Alternative Format

Please contact us in writing or by phone, if you would like to receivethese term and conditionsin an alternative
format, forexample on audiotape orin large print.

HINTS & TIPS FOR PREVENTING A HOME EMERGENCY

There are a few suggested precautions that can help to reduce the risk of serious damage to your home, preventa
home emergency duringa cold and freezing conditions and keep your home safe, warm and with running hot & cold
water.

e Checkyourboilerand heatingsystem
If you haven'tdone so alreadythis year, getyour boiler checkedand/orserviced by a Gas Safe / Oftec / Hetas
certified engineer, depending on your heating system, in plenty of time for winter. This will help prevent boiler failure
and no heatingand/orhot water.

e Securerooftiles
Check foranycracked, missingorloose tiles and replace them. If a roof is in disrepair, strong winds, rainand snow
can be extremely damaging. Keep flat roofs maintained and check for splits, blisters and peeling of the flat roof
covering,

e Repairdamaged chimneys
Look forcracks and loose renderaround chimney pots and at the roof join. High winds and heavyrain can damage
chimneys even further so make sure they’re properly stable before the severe weather hits.

e Keepthecentral heatingon
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Set the central heatingto a minimum of 14 degrees Celsius throughout the winter. This helps prevent frozen pipes
andfrostdamage, which isa popular cause of home emergencies. Always keep your heatingon low, even when
you're out of the homeoron holiday. If you're going away, considerturning off yourstop tap and draining down the
system - sothere is no waterin the system to freeze.

e Keepyour pipeswarm
Applylagging to any pipes and watertanks in exposed areas such as lofts, garages and utility rooms, to prevent pipes
freezingand burstingin the cold weather. Open loft hatches to allowthe warmerairto enterthe roof space, which will
also help to stop the pipes freezing.

e Drippingtaps
If your taps are dripping, you shouldchange your washer as drips can freeze. Fixing a leakytap can also save up to
one litre of watera day.

e Clearyourgutters
As the autumn leaves fall, gutters and drains can get clogged with loose foliage. Once the block becomes too much,
water will startto collectin your gutterand eventually start leaking into your home. Check the condition of the gutters.
Bent, twisted and uneven gutters will not allow the flow of water awayfrom your property, again causingan overflow.
And...always checkforsevere weather warnings in your area.

e FrozenPipes
Frozen Pipes are a popular cause for home emergencies in the winter, especially during severe weather. Here is how
to help preventthis happening;
v"Insulate your pipes and the loft water storage tank. Put the insulation foam on top of pipes ratherthan
underneaththem. It's easyto fit with no tools needed, available from most DIY stores and re latively cheap.
v" Turn off any indoor valves on pipes leading to outside taps, then openthe outside tap and leave it open to let
any waterdrain out.
v" Regularlycheck all the taps in your home duringthe winter months. If little or no water flows, there may be
frozen waterin the pipes.
v" Mostfrozen pipes occurthrough the night when the temperature drops significantly. So, it is advisable to
keepyourheatingona min 14 degrees Celsius.
v" Find out where the mains water stopcock is,and make sure it turns off easily. If your pipes do freeze, turn the
water off and thaw them out slowly with hot water bottles. Never use a heat gun or blow torch.
v" Ask someone to check your homeif you're awayfora while. This should help make sure leaking or burst
pipes are spotted earlyand damage is kept to a minimum.

e Howtodefrosta frozen pipe
Before you defrost your frozen pipe, you should turn off the main stop tap, which is usuallyfound under your kitchen
sink.Some properties, however, only have the main stop tap, which is generally located on the boundaryline of the
home. It's advisable to have a set of plumber’s grips, or similar, in orderto gain access to the main stop tap. If you
have a cold watertank, you should turn off the stopcockin your attic or loft. Youmust then open the cold watertap
closestto the frozen pipe. In doingso, you will enablethe waterin the frozen pipe to flow awayonce it has melted. To
start defrostingyourfrozen pipe, you will need to use a hairdryerto carefully meltthe ice in the pipe, starting from the
tap end. If you do not own a hairdryer, coverthe frozen section of the pipe with hot water bottles.

e Checkingyour pipe fordamage
Once you havethawed outyourfrozen pipe, you will needto inspectit forsigns of damage. If your pipe appears to be
in good condition and you are confident that you have fully thawed out the blockage, you should turn your water
supply back onand run the water until you haverestored a normal flow. If your pipe looks damaged, you may need to
enlistthe help of a professional.

e Dealingwith a burst water pipe
If your frozen pipe bursts during defrosting, you should turn off the main stop tap and contacta plumber. If water has
leaked nearorinto yourelectrics, you must switch off the mains supply. If the mains switch is wet, you should not
touch it. Instead, call an electrician immediately.

e CondensingBoilers
Freezing winter weather can bring problems for condensing boilers. They can sometimes shut downif the condensate
pipe freezes, leaving your home without heating just whenyou need it most.
How to prevent your condensate pipe from freezing
v Coveryourexternal condensate pipe with foam pipe insulation.
v' Leaveyourheatingon overnightat a lowertemperature to keep the condensate warm. Although this uses
energy,your boiler will takeless time to heat up your home in the morning.
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v

Set yourboilerthermostat to a highertemperature. This will use more energy and so reduce the amount of
condensate. Onlydo this if you have radiators rather than underfloor heating. Be careful - the radiators will
get very hot.

Blocked Drains in winter

The most common factor in blocked drains is substances otherthan water being poureddown the drain. As the
temperature drops below freezing, fat, grease and foreign objects such as wipes can solidifyand completely block the
drain. Here’s how to prevent blockeddrains

v
v

v

Put a plug screen overyour plughole to prevent debris from going down the drain, and clean this regularly.

If you do not have a plugscreen, removehairand other substances fromthe drain everytime you take a bath
or shower.

Do not pour grease or oildown the drain. A drain can handle clean water, milk and other liquids without any
hassle, butoiland grease can solidifyand set within the pipes

Do not flush anythingdown the toilet otherthan human waste and toilet paper.

Use drain un-blockerregularlyto getrid of any small blockages.



