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How to arrange emergency assistance

When should I make a claim?
You should use this policy if you need help in certain 

household situations at your property (described under 

covers 1 and 2).

After first discovering a household situation, you must 

take any action you think is necessary to protect your 

property from further damage. For example, if there is a 

risk to life or health, you should contact the appropriate 

supply company or the emergency services (or both). If 

there is a gas leak, you must tell the local gas company 

immediately.

Please contact the claims helpline service 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.

This is not a maintenance policy and so does not 

provide cover for routine upgrades and maintenance to 

your property.  

 

Arranging help in an emergency

•  Call the claims helpline service. Quote your policy 

number (which you can find on your schedule) and 

provide us with details of the problem.

•  We will tell you what you can do to protect yourself 

and your property.

•  We will send a contractor to your property as soon 

as possible, as long as there are no circumstances 

that would make emergency work impossible, such 

as no access to your property or extreme weather 

conditions. 

•  The claims helpline service and the contractor 

will decide when and how the emergency work is 

carried out. They will consider your circumstances, 

while making sure that any emergency work is 

carried out as soon as possible, bearing in mind any 

health and safety issues.

•  The contractor will charge the cost of all work 

covered by the insurance direct to us but they will 

ask you to pay the following.

a.  Call-out charges if, when the contractor 

arrives, there is no-one at the property who 

has authority to agree to any work that may 

need to be carried out.

b.  All charges over the claim limits or any 

work not covered by this insurance. The 

contractor will tell you about these costs 

before any work is carried out.

c.  Any extra costs for work you have asked the 

contractor to carry out (for example, fitting 

replacement parts or using parts which are 

of a higher standard than the original).

•  There may be times when replacement parts are 

unavailable, delayed or are no longer available 

because of circumstances beyond our control. We 

are not responsible for any inconvenience this may 

cause. However, if this happens we will make sure 

that your property is safe. Spare or replacement 

parts may not be from the original manufacturer.  

 

Please note that if you ask a contractor to carry out 

any work before contacting the claims helpline 

service, any costs involved are not covered by this 

insurance. 

If it is not possible to confirm your claim is valid 

when you call the claims helpline, we may ask you 

to provide your credit-card or debit-card details, 

which we may then use to take payment if the cost 

of the call-out and any necessary repairs are not 

covered by this insurance.

Claims helpline service

0330 060 0681

You must report all possible claims to our claims 

helpline service. We’re open all day, every day for 

365 days a year.
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Important policy information

Guidance 
This policy is a contract of insurance between you and 

us, and is made up of this booklet together with the 

schedule that we have issued to you. 

We agree to provide cover in line with the terms and 

conditions set out in this policy. 

You agree to pay the premium for the period of 

insurance and to keep to the conditions of the policy. 

You have the right to cancel any cover you bought at 

any time during the period of insurance.

We have designed this policy booklet carefully to help 

you understand the cover we will provide. Please take 

the time to read the policy and make sure that the cover 

meets your needs. 

If you want to cancel or change your policy, please 

contact Policy Expert on 0330 600 601.

You insurers 
We have arranged this insurance with QIC Europe 

Limited, registered in Malta. Registration number 

C67694.
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Definitions

The following definitions have the same meaning 

wherever they appear in your policy or your schedule. 

They will always appear in bold font.

Claims helpline service
The helpline service which Trinity Claims operate to 

help you in an emergency. 

Claim limits 
We will pay up to £250 (including VAT) for each 

claim for emergency work for covers 1 and 2, with a 

maximum limit of £500 (including VAT) in any one 

period of insurance. 

We will make the payments direct to our contractor.

We will also pay the following amounts for cover 

shown in the More Cover section in this policy.

Alternative-heating contribution:

• Up to £100 (including VAT) in any one period of 

insurance. 

Contractor
A suitably qualified person, company or organisation 

approved and instructed by the claims helpline service 

to carry out emergency work.  

Emergency 
A sudden and unexpected incident in your property 

that needs to be dealt with quickly to avoid damage that 

would otherwise be unstoppable and which would:

i.  make your property unsafe or insecure; 

ii.  damage or cause further damage to your 

property and its contents; or

iii.  cause excessive discomfort, risk or 

difficulties for you (for example, your 

property would lose its main source of 

heating, lighting or water). 

Emergency work
Work the contractor carries out to deal with an 

emergency. This may be a temporary repair or a 

permanent repair (if this can be done at a similar cost).

 

The contractor’s cost for emergency work is limited to:

• call-out charge;

•  labour charge for the repair; and

•  the costs of parts and materials.

Internal plumbing and drainage system 
The fixed sinks and bathroom fittings, 

hot- or cold-water supply, and storage and drainage 

systems that you are responsible for and that are inside 

your property.

Insured person, you, your 
The person named in the schedule as the policyholder.

Period of insurance 
The period of insurance shown in the schedule.

Permanent repair 
Repairs or work needed to permanently deal with the 

cause of the emergency. 

We will only carry out a permanent repair if the costs 

involved are similar to the costs of doing a temporary 

repair. 

Any parts and materials which our contractors install 

during a permanent repair are guaranteed for 12 

months. 

Main heating system 
The main central-heating and hot-water system in your 

property. This does not include:

• any form of solar-heating system, air-conditioning 

or underfloor heating;

• any non-domestic central-heating boiler or 

associated system; or

• open fires.

Property 
Your main private home at the address shown in your 

schedule, which must be within the territorial limits.

Schedule 
The document which provides details of you (the 

policyholder) and is attached to and forms part of this 

policy.
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Temporary repair 
A repair which will deal with an emergency but will 

need to be replaced by a permanent repair.

You will be responsible for organising a permanent 

repair to replace a temporary repair.

Territorial limits 
The United Kingdom (meaning England, Scotland, 

Northern Ireland, Wales), the Channel Islands and the 

Isle of Man. 

 

Uneconomical
A repair is considered to be uneconomical if the cost to 

repair the item (including parts and labour) is more than 

75% of the cost of replacing the item as new.

We, us, our
Policy Expert on behalf of QIC Europe Limited.

Policy Expert is a trading name of QMetric Group 

Limited, who are 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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What’s covered

Depending on the terms, conditions and exclusions 

of this policy, we will pay up to the claim limit for 

emergency work if the following has happened in your 

property during the period of insurance. 

 

Cover 1 – Plumbing and drainage
What is covered

a.  Damage to or failure of the internal 

plumbing and drainage system if this is 

likely to cause flooding inside the property 

or water damage to the property

b.  A blocked toilet.

c.  Blocked external drains within the 

boundaries of the property if this can be 

dealt with by jet washing. 

What is not covered

a.  Replacing water tanks, cylinders, and 

central-heating radiators, outside toilets, 

outside pipes and taps.

b.  Overflows which are not causing water 

damage inside the property.

c.  Blocked toilets if this has been caused by 

deliberate misuse.

d.  All public sewers, drains and pipework 

which are maintained by local utility 

companies or under a service agreement.

e.  Descaling and any work arising from 

deposits of hard-water scale.

f.  Dripping taps or any other parts of the 

plumbing or drainage system where water is 

safely escaping down a drain.

g.  Failure of waste-disposal units.

h.  Overflows outside the property unless 

these are likely to cause damage inside the 

property.

i.  Water leaking from swimming pools or hot 

tubs.

j.  Repairs to domestic appliances that are 

leaking water, other than from fixed pipes 

outside the appliance. 

 

 

 

 

 

 

 

Cover 2 – Main heating system 
What is covered

a.  A complete breakdown or failure of the 

main heating system.

 

What is not covered

a.  Boilers that are over 238,000 btu net input 

(70 kilowatt). 

b. Boilers that are over 15 years old.

c.  Lighting boilers, operating them correctly, or 

adjusting the time or temperature controls.

d.  Power flushing or descaling. 

e.  Replacing water tanks, cylinders and 

central-heating radiators.

f. Faults or failures which we or the 

contractor reasonably believe are as a result 

of the boiler not being maintained to a 

suitable standard. 

More cover 
 
Alternative-heating contribution 

If we have accepted a claim under cover 2 – Main 

heating system and it is not possible to get your heating 

working within a six-hour period, we will contribute 

towards the cost of buying or hiring alternative 

heating sources if we consider this necessary given the 

temperatures in your property.  

 

You must provide an original receipt for the alternative 

heating.
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General exclusions

We will not be responsible for costs arising from or in 

connection with the following.

1. Circumstances you knew about before the start 

date of this insurance.

2.  Costs which we have not agreed to.

3. Any system and equipment (including boilers) 

which has not been properly installed or repaired 

in line with the manufacturer’s instructions, or 

which has been used incorrectly, modified or 

tampered with, or which is faulty or inadequate 

as a result of any underlying or repeated 

manufacture or design fault.

4. Replacing or adjusting any decorative or cosmetic 

part of any equipment.

5. Garages (unless attached to the home), 

outbuildings, leisure equipment, cesspits, septic 

tanks or fuel tanks.

6. Anything you have deliberately done or failed to 

do. This includes neglecting or failing to maintain 

the property or any equipment inside it.

7.  Damage if your property has not been lived in by 

your family for more than 60 days in a row.

8. Any claims made in the seven days immediately 

after you first move into the property, or in the 

seven days immediately after you move back 

into the property if the property has been left 

unoccupied for 30 days in a row or more.

9. Materials or labour charges which are covered 

by a manufacturer’s, supplier’s or installer’s 

guarantee or warranty.

10. Any other cost, loss or damage that is not directly 

caused by the event that led to your claim. 

11.  Permanently replacing or removing paths or 

drives in order to deal with the emergency.

12. Any claims which arise within the first 48 hours 

after the start date of this insurance, unless you 

held equivalent insurance immediately before the 

start of this policy.

13.  Any consequences of riot, strike, lock-out, civil 

commotion, labour disturbances, war, terrorism, 

invasion, act of foreign enemy, hostilities (whether 

war is declared or not), civil war, rebellion, 

revolution, insurrection or military or usurped 

power. 

14.  Any system or equipment that has reached the 

end of its expected working life, or any damage 

caused by any system or equipment that has 

reached the end of its expected working life.

15.  Any permanent repair costs which are higher 

than the cost of carrying out a temporary repair.

16.  Any home that is used for any trade, professional 

or business purposes, except for business 

administration purposes.

17. Any consequence of a computer virus, including 

electronic data being lost, destroyed, distorted, 

altered, or otherwise corrupted, however this is 

caused. 

 

For the purposes of this policy, electronic data 

means facts, concepts and information stored in 

a form that can be communicated, interpreted, 

or processed by electronic or electromechanical  

data-processing or other electronically controlled 

hardware, software and other coded instructions 

for processing and using data, or directing and 

using this equipment. 

 

For the purposes of this policy, computer virus 

means a set of corrupting, harmful or otherwise 

unauthorised instructions or code (whether or not 

these have been introduced maliciously), which 

spread through a computer system or network. 

18.  Any direct or indirect consequence of being 

exposed to radiation or contamination by nuclear 

material, or the radioactive, toxic, explosive or 

other dangerous or contaminating properties of 

any radioactive material, or any device or weapon 

which uses atomic or nuclear fission or fusion 

or other similar reaction or radioactive force or 

matter.

19.  Any direct or indirect consequence of terrorism 

as defined by the Terrorism Act 2000 and any 

legislation which amends or replaces that act. 

 

An act of terrorism includes any action (or 

preparing for or threatening to take any action) 

designed to influence the government of any 

nation or any political party or for political, 

religious, ideological or similar purposes to 

intimidate the public or a section of the public 
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of any nation by any person or group of people 

(whether they are acting alone or on behalf 

of or in connection with any organisation or 

government), and which:

a.  involves violence against at least one person;

b. involves damage to property; 

c. puts the life of anyone not committing the 

action in danger; 

d. creates a risk to health or safety of the public 

or a section of the public; or

e. is designed to interfere with or to disrupt an 

electronic system. 

This policy also does not cover any loss, damage, cost or 

expense directly or indirectly caused by, contributed 

to by, resulting from or arising out of or in connection 

with any action in controlling, preventing, suppressing, 

retaliating against, or responding to any act of terrorism. 

20.  Any direct or indirect consequence of war, civil 

war, invasion, acts of foreign enemies (whether 

war is declared or not), rebellion, revolution, 

insurrection, military or usurped power, or your 

belongings being confiscated, nationalised, taken, 

destroyed or damaged under the order of any 

government, local or public authority.
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General conditions

1. Changes we need to know about  
You must take reasonable care to contact Policy Expert 

as soon as possible if there are changes that may affect 

this insurance, including the following.

1. If your address changes.

2.  If the property is no longer your main home.

2. Cancellation
If you decide that, for any reason, this policy does not 

meet your insurance needs, you may cancel it at any 

time by letting Policy Expert know.

Policy Expert

Customer Relations 

Silbury Court West

352 - 390 Silbury Boulevard 

Milton Keynes

MK9 2AF 

Phone: 0330 0600 601

Our refund and fees policy 

If you return the policy to us within 14 days of the date 

of issue, as long as you have not made a claim, you will 

be entitled to a full refund of your premium. 

If you want to cancel your policy after 14 days, as long 

as you have not made a claim, you will be entitled to 

a refund of any premium you have paid that relates to 

a period which you will no longer be covered for. You 

may have to pay a cancellation fee of £25. 

Any administration fees, including cancellation fees, are 

set out in Policy Expert’s terms and conditions.

 

Our right to cancel your policy

We have the right to cancel your policy at any time if 

there is a valid reason for doing so (for example, if you 

haven’t given us the correct information). If we decide 

to do this, we will send you 14 days’ notice to the last 

address we have on file for you. We will tell you our 

reason for cancelling the policy.

As long as you have paid the premium in full, you 

will be entitled to a refund of any premium you have 

paid that relates to the period shown on the insurance 

documents that has not yet passed (unless we cancel 

your policy because of fraud).

We do not have to accept any application you make to 

renew the insurance.

 

3. Reporting claims 
You must report all possible claims to the claims 

helpline service, which will provide advice and support.

We will not accept responsibility if the claim helpline 

service fails for reasons beyond our control.

4. Contracts (Rights of Third Parties) Act 
1999 
No person, company or business who is not named in 

this policy will have any rights to enforce any terms or 

conditions of this policy. This will not affect any other 

rights that person, company or business has apart from 

under this act.

5. Due care
You must take reasonable care to maintain the property 

and its equipment in good order and take all reasonable 

precautions to prevent loss or damage. 

If we have carried out a temporary repair, you will 

be responsible for carrying out repairs or work to 

permanently deal with the cause of the emergency. If 

you fail to carry out the permanent repair, we will not 

ask a contractor to carry out any further emergency 

work.

6. Fraud
In order to protect our customers from the cost of fraud, 

we work to detect and prevent fraud. 

We expect you, any insured person and anyone 

acting for you, to act honestly. If you or anyone acting 

for you (or an insured person) deliberately provides 

information as part of your application that is not true 

and complete to the best of your knowledge and belief, 

this insurance will not be valid. 

If you (or any insured person) or anyone acting for 

you makes any false or fraudulent claim or uses false, 

fraudulent or stolen documents, devices or statements 

to support a claim or any part of a claim, we:

i. will not be liable to pay the fraudulent 

claim;

ii. may recover any sums we have paid to you 

for the fraudulent claim; and
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iii. may end the policy with effect from the date 

of the fraudulent act and keep all premiums 

you have paid. We will give you written 

notice if we do this.

If this insurance becomes void for any reason or we 

suspect that a crime may have been committed in 

respect of this policy, we have the right to tell the police 

or other relevant authority. 

We have the right to recover from you or any insured 

person the costs we or our representatives have to pay 

in investigating any fraudulent claim.

7. Law 
This policy will be governed by and managed in line 

with the laws of England and Wales unless you live in 

Scotland, in which case the laws of Scotland will apply. 

If you live in the Channel Islands, the relevant laws 

governing the Channel Islands will apply. 

 

8. Notices 
Any letter or notice about this insurance will be 

properly issued if it is sent to the last-known address of 

the person meant to receive it. 

 

9. Your obligation 
Our liability to make any payment under this policy 

will depend on you meeting the terms and conditions of 

this insurance. 

 

10. Recovering costs
We may take proceedings at our own expense, in your 

name, to recover any amounts we have paid under this 

insurance. 

 

11. Renewal 
During the month before your policy is due to end we 

will let you know by phone, letter or email if we are 

able to continue offering you insurance.

If we offer to renew your current policy, we may 

be able to arrange this using the payment details 

we already hold for you (unless you have told us 

otherwise). We refer to this as ‘automatic renewal’.  

We will always tell you whether or not we intend to 

renew your cover automatically. We will do this before 

we take full payment. This does not affect your right to 

cancel this policy in line with our cancellation policy.

Our renewal offer will include the premium and any 

changes in the terms and conditions for the next period.

If you do not want to renew your insurance, please let 

us know before the renewal date of your policy.

If we are unable to offer to renew your policy, we will 

write to you at the last address we have on file for you. 

We strongly advise you to review your policy each year 

to make sure you have suitable cover in place. 
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Complaints procedure

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 in all correspondence 

us to help us provide a quick and efficient response. 

Making your complaint:  

If your complaint is about the way the policy was sold 

to you, please contact the agent:   

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 write to:  

Customer Services Manager

Trinity Claims

PO Box 568

Tonbridge

Kent

TN9 9LT.

Phone:  0330 0600 681 

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 can 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. 

You can contact the Financial Ombudsman Service at: 

  

The Financial Ombudsman Service

Exchange Tower

London 

E14 9SR.

Phone: 0300 123 9123  

Website: www.financial-ombudsman.org.uk

Email: complaint.info@financial-ombudsman.org.uk

You have six months from the date of our final response 

to refer your complaint to the FOS. 

Important note: the FOS can only consider your 

complaint if you have already given us the opportunity 

to deal with it.

The above complaints procedure does not affect your 

legal rights as a consumer. For more information about 

your legal rights, contact your local authority’s trading 

standards service or Citizens Advice.
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Regulatory information

Your insurers
We 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.  

 

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.  

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.

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.
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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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