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HOME EMERGENCY SELECT

Some important facts about the home emergency insurance policy are summarised below. This summary does not 

describe all of the terms and conditions of the policy, so please take time to read the policy document to make sure 

that you understand the cover that it provides. All references below to the cover provided are contained within the 

full policy wording. Please note that a full policy wording is available for your inspection upon request. 

 

Your insurers 

We, Policy Expert, have arranged this insurance with QIC Europe Limited. 

Policy Expert is a trading name of QMetric Group Ltd, who are authorised and regulated by the Financial Conduct 

Authority.

Type of insurance 

Our home emergency cover meets the demands and needs of someone who wishes to protect themselves against 

the cost of certain emergencies involving their property. 

An emergency is a sudden and unforeseen situation which if not dealt with quickly would result in

damage that would otherwise be unstoppable and:-

i.  make the property unsafe or insecure; or

ii. damage or cause further damage to the property; or

iii. cause excessive discomfort, risk or difficulties

 

In the event of an emergency, we will:

• advise you on what action to take to protect yourself and your property;

• arrange for one of our contractors to visit your property;

• pay the cost of our contractor’s emergency call-out and labour charges, plus any parts and materials required 

up to the claim limits described below and subject to the terms, conditions and exclusions detailed in the policy 

wording. 

Claim limits 

The amount we will pay in respect of any one claim for emergency work for covers 1 & 2 shall be limited to a 

maximum of £250 per claim and £500 per period of insurance (inclusive of VAT). 

 

The amount we will pay in respect of all claims made during any one period of insurance for alternative heating  

shall be limited to £100 (inclusive of VAT).

Home Emergency Select policy summary
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• 

What’s covered

Sections of cover Cover provided Specific section exclusions

(Please note that this only shows the significant exclusions and reference should be made to the policy wording for a 

full list of exclusions)

Cover 1 - Plumbing and 

drainage

Any replacement of water tanks, 

cylinders and central heating 

radiators; external toilets; 

external pipes, taps and overflows 

not causing internal water 

damage.

• Damage to or failure of the plumbing 

and drainage system damage where 

internal flooding or water damage is likely 

consequence.

• Blocked toilet(s).

• Blocked external drains within the boundaries 

of the property where this can be resolved by 

jetting.

Cover 2 - Main heating 

system

A complete breakdown or failure of the main 

heating system. 

A contribution towards the purchase or hire of 

alternative heating sources in the event that the 

main heating system has failed completely.

• Any claim involving boilers 

over 238,000 btu net input (70 

Kilowatt).

• Excludes replacement of 

water tanks, cylinder and 

central heating radiators
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• Where the main heating system, including any boiler, is in the reasonable opinion of us or the contractor not in 

good working order or has not been maintained in accordance with the manufacturer’s guidelines.

• The policy covers emergency situations only and is designed to make temporary repairs (unless a permanent 

repair costs a similar amount as a temporary repair).  It does not cover circumstances more properly handled by 

your buildings and/or contents insurer.

• The policy is not a maintenance contract and will not cover non-emergency repairs or improvements.

• You must take reasonable care to maintain your property and its equipment in good order and take all 

reasonable precautions to prevent loss or damage. Where a temporary repair has been carried out, the onus 

will be upon you to carry out repairs or work to permanently resolve the reason for the emergency occurring. 

Should you fail to carry out the permanent repair a contractor will not be appointed to undertake any further 

emergency work.

•  If you engage the services of a contractor direct, cover will not apply.  All claims must be reported to the claims 

notification helpline service who will arrange to send a contractor.

• Where it is not possible to validate your claim at the time of initial notification, you will be required to leave 

either credit or debit card details which may be debited in the event that the cost of the call-out and any 

subsequent repairs are not covered by this insurance.

Significant exclusions or limitations
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If you need to make a claim
If you want to make a claim under your Home 

Emergency policy you should  contact the claims 

helpline service on 0330 060 0681 within 48 hours of 

first discovering the situation, unless you can provide 

proof that significant circumstances prevented you 

from contacting us within this time. If you fail to do this, 

we will reject your claim. 

If you need to make a complaint
We aim to give you the best possible service but if you 

have any questions or concerns about this insurance 

or the way in which we have handled your claim, you 

should follow the complaints procedure set out below. 

Please quote your policy number whenever you contact 

us to help us provide a quick and efficient response.

Complaints procedure: 
If your complaint is about about the way the policy was 

sold to you, please contact the agent at: 

Customer Relations 

Policy Expert 

Silbury Court West 

352 – 390 Silbury Boulevard 

Milton Keynes 

MK9 2AF. 

Phone: 0330 0600 601 

If your complaint is about the way we have handled 

your claim, please contact: 

Customer Services Manager 

Trinity Claims  

PO Box 568  

Tonbridge  

Kent  

TN9 9LT. 

Phone: 0330 060 0681  

 

If your complaint is about your policy, please contact: 

The Customer Relations Officer 

QMetric Group Limited 

32-38 Dukes Place 

London 

EC3A 7LP. 

Email: customercare@qmetric.co.uk 

If we have provided you with our final response and 

you are still not satisfied, you may refer your complaint 

to the Financial Ombudsman Service (FOS). The FOS is 

an independent body that can help you and us to reach 

an agreement on complaints which have already been 

through our complaints procedure. 

Financial Ombudsman Service 

Exchange Tower 

London 

E14 9SR. 

Phone: 0300 123 9123 

 

You have six months from the date of our final response 

to refer your complaint to the FOS. Your legal rights 

are not affected if you choose to follow the complaints 

procedure above. 

For more information about your legal rights, contact 

your local authority trading standards service or 

Citizens Advice.  

Important note: the FOS can only consider your 

complaint if you have already given us the opportunity 

to deal with it. 

Financial Services Compensation 
Scheme
QIC Europe Limited are covered by the Financial Services 

Compensation Scheme (FSCS). You may be entitled to 

compensation from the scheme, if they cannot meet 

their obligations. This depends on the type and the 

circumstances of the claim. Most insurance contracts are 

covered for 90% of the claim. 

 

You can get more information about compensation 

scheme arrangements from the FSCS or you can visit 

www.fscs.org.uk. 
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Protecting your personal information

 The details provided here are a summary of how we 

and your insurer (QIC Europe Limited) collect, use and 

store your information. If you would like to read our full 

privacy policy, please visit our website at    

www.policyexpert.co.uk/privacy-policy. Or you can 

contact our Data Protection Officer at 32-38 Dukes Place, 

London, EC3A 7LP. 

 

If you would like to read QIC Europe Limited’s full 

privacy policy, please visit their website at    

www.qiceuropeltd.com/privacy-policy. Or you can 

contact QIC Europe Limited’s Data Protection Officer 

at their London branch at 71 Fenchurch Street, London 

EC3M 4BS, United Kingdom.

Collecting your information 

When you ask us about or buy insurance cover, or make 

a claim, we will ask you to provide personal information 

to us and your insurer.  We also collect information 

about you from other sources, including information 

about how you interact with our websites, and publicly 

available information about you (and your family, if 

provided).

Using your information

The main reason we collect your personal information 

is because we need to provide the appropriate insurance 

cover to you. 

We will process your information fairly for the purposes 

of carrying out a contract, keeping to certain legal 

obligations which we have, and for legitimate business 

reasons in line with data protection legislation, including 

managing your policy, managing claims, preventing 

fraud and to allow us to provide selected marketing 

communications. 

 

 

 

 

 

Sharing your information 

We may share the information you provide with a 

number of other interested organisations. This may 

include other insurers, regulators, industry bodies, public 

authorities, and fraud-prevention and credit-reference 

agencies.  

Keeping and storing your information

We’ll only keep your information for as long as is 

necessary to provide our products and services and to 

meet our legal and regulatory obligations.  

QIC Europe Limited may sometimes use providers and 

organisations outside the European Economic Area (EEA) 

to help manage insurance policies. 

Although some countries outside the EEA do not provide 

the same level of data protection as the UK, QIC Europe 

Limited will always make every reasonable effort 

to make sure your personal information is properly 

protected. 

We may monitor and record communication with you 

(such as phone calls and emails) for quality-control, 

training and fraud-prevention purposes, and to make 

sure we are keeping to all regulations that apply.

Your rights

You have a number of rights relating to the information 

we hold about you. These include accessing your 

information, updating your information, restricting the 

processing of your information and unsubscribing from 

marketing communications. 

Full details of your rights are set out in our and QIC 

Europe Limited’s privacy policies.
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Regulatory information  

We, Policy Expert, have arranged this insurance with 

QIC Europe Limited, registered in Malta. 

Registration number: C67694. 

Registered office: 

The Hedge Business Centre 

Triq ir-Rampa ta’ San Giljan 

Balluta Bay, St Julian’s 

STJ 1062 

Malta. 

QIC Europe Limited is authorised and regulated by the 

Malta Financial Services Authority (MFSA).  

Policy Expert is a trading name of QMetric Group 

Limited who is authorised and regulated by the 

Financial Conduct Authority (FCA).  

FCA registered number: 529506.  

Visit www.fca.org.uk for more information.
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