
HOME INSURANCE

Your Home Insurance policy document

This policy document covers insurance for:

– Buildings

– Contents
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How to use this policy booklet

This booklet is your policy document. Please keep it in a safe place because it contains important 
information about your insurance policy, which you will need if you have to make a claim. Details of the 
type of cover you have are shown in your Offer of Advance and will be confirmed by your completion 
letter, including the date that cover commences.

Please check that these details are correct as, for example, 
you will not be able to claim for items covered in the Contents 
insurance section of the policy if your completion letter shows 
that you have a ‘buildings only’ policy.

Guidelines telling you what to do if you need to make a claim 
against your insurance policy are given on page 4. It is also 
important that you read the more detailed ‘Claims procedures’ 
and ‘General conditions’ on pages 23–25.

The detailed terms and conditions of the policy begin on 
page 9 and give you specific information on what is and 
what is not covered by your insurance.

An explanation of words and phrases used throughout this 
booklet starts on page 7, and information about what to do 
if you need to change your policy in any way, for example if you 
move house or build an extension, can be found on page 4. 
We have also included details overleaf of our three customer 
helplines which you can use 24 hours a day.

If you have any questions about your policy, please contact your 
branch – we will be happy to help you.

How to use this policy booklet
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Your emergency helplines

24 hour Emergency Homeline*
0345 3000 170

Eurolaw Legal Advice Service*
0345 3000 180

The purpose of this helpline is to give you the assistance you 
need when emergencies happen in your home.

For example, rather than trying to find an electrician or 
plumber in the middle of the night by thumbing through the 
Yellow Pages, you need only ring the 24 hour Emergency 
Homeline number. Arrangements will be made for a repairer 
to call at your home to repair any damage to the:

a. Domestic plumbing or drainage system if there 
is a likelihood of flooding.

b. Domestic gas or electricity supply system in the event 
of the complete failure of either.

c. Roofing, if internal damage is likely to be caused.

d. External locks, doors or windows if the home has 
been made insecure.

e. Fixed heating system if water or oil has escaped.

The cost of the repairs will be your responsibility, but if the 
damage is covered by your policy, you can make a claim for 
them in the normal way.

Any legal liability, loss or damage to any property or person 
arising from the provision or delay of the repair services is 
not covered.

This service is provided by Royal & Sun Alliance Insurance plc.

The Legal Advice Service is available to help you if you have 
a domestic legal problem, for example neighbour disputes 
or consumer rights.

The Legal Advice Service does not replace the services of 
a solicitor but gives you immediate access to preliminary 
legal advice before complications set in. You can use this 
advice service 24 hours a day, seven days a week, and all calls 
are confidential.

Please note that all advice is based on the laws of the 
member countries of the European Union, the Isle of Man, 
the Channel Islands, Switzerland and Norway.

Tax Advice Service*
0345 3000 180

The Tax Advice Service is available to provide confidential 
advice on personal tax matters.

The Legal Advice and Tax Advice Services are provided by 
DAS Legal Expenses Insurance Company Limited.

*For your protection, telephone calls may be recorded and monitored.

Your emergency helplines
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Useful telephone numbers

Buildings and Contents Claims Department 0345 3000 160
Please have your policy or claim number to hand.

Legal Expenses Claims Department 0345 3000 180

24 hour Emergency Homeline 0345 3000 170

24 hour Eurolaw Legal Advice Service 0345 3000 180

Tax Advice Service 0345 3000 180

Addresses for correspondence

Sections 1–4
Lloyds Bank Insurance, 
Home Customer Services, 
Tredegar Park, 
Newport, 
South Wales NP10 8SB.

If your correspondence concerns a claim, please address it to 
Home Insurance Claims Department at the above address.

Section 5 – Legal expenses
DAS Legal Expenses Insurance Company Limited, 
DAS House, 
Quay Side, 
Temple Back, 
Bristol BS1 6NH.

Please quote your policy number, shown on your schedule in 
all communications.

Useful telephone numbers
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How to make a claim

If you need to make a claim, the main steps to 
follow are outlined below.

Sections 1–4 – Property claims
• Check this policy booklet and your schedule which gives 

details of what is covered, and read the detailed ‘Claims 
procedures’ on pages 23–24.

• Inform the police straight away in the case of malicious 
damage, theft, attempted theft or accidental loss outside 
the home and obtain the crime reference number.

• Telephone our claims department on 0345 3000 160 as soon 
as possible and provide us with details of what has happened. 
We will then seek to resolve your claim as quickly as we can.

• Please ensure that you contact us as soon as possible upon 
discovery of the loss or damage. Do not make repairs without 
talking to us first, unless they are urgent to prevent further 
damage, or throw away any damaged goods without our 
consent because we may need to see them. If you do not 
allow us an opportunity to inspect your damaged property 
it may affect your claim. This does not apply to spoiled food 
which can be disposed of as soon as a list has been made of 
the damaged items.

• You may be asked to obtain two estimates for repairs or 
replacements, or other documentation to support your claim.

• Please note that on most claims you pay the first £35 (or any 
different amount shown in your schedule) of each claim 
or series of claims arising from one event causing property 
damage or loss. Remember also that a claim may affect your 
No Claims Discount entitlement at next renewal. Therefore 
it may be in your interests to balance this against the amount 
you are claiming, particularly if it is a relatively small amount.

Section 5 – Legal expenses
• Check this policy booklet, Section 5 which gives details of 

what is covered, and read the detailed ‘Claims procedures’ 
on pages 23–24.

• To report a claim you will need to complete a claim form. 
A claim form is available by calling 0345 3000 180. You should 
also call this number if you have a query regarding cover.

• Send your completed claim form to:

Legal Claims Centre, 
DAS Legal Expenses Insurance Company Limited, 
DAS House, 
Quay Side, 
Temple Back, 
Bristol BS1 6NH.

How to alter your policy
If you need to make any changes, such as a change of address, 
to your insurance cover, you should notify us by writing to 
your local branch. The changes you should inform us of are 
summarised on page 25.

Where possible, please notify us in advance of the changes and 
always quote your Mortgage Account number. If you do not let 
us know about changes to your circumstances, your insurance 
cover may become invalid.

How to make a claim
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Making a complaint

We will always make every effort to meet the high standards we have set ourselves, but if you ever feel 
we have fallen short of what you expect, or are dissatisfied in any other way, then please contact us first.

In relation to Sections 1–4 – Property Claims

 Õ Call 0800 092 0715 
Please have your policy or claim number to hand.

 £ Email*: customer.care.insurance@lloydsbanking.com

 a Write to:  
Customer Care  
Lloyds Bank General Insurance Limited  
Tredegar Park  
Newport  
NP10 8SB

In relation to Section 5 – Legal Expenses 

 Õ Call 0344 893 9013

 £ Email*: customerrelations@das.co.uk 

 a Write to:  
Customer Relations Department  
DAS Legal Expenses Insurance Company Limited  
DAS House  
Quay Side  
Temple Back  
Bristol  
BS1 6NH

*Please be aware that we cannot be held responsible for the security of any personal data sent via email.

If you are still not satisfied with the way we have handled your complaint, the matter can be referred to the Financial 
Ombudsman Service (FOS).

 Õ Call: 0800 023 4567  
(calls to this number are normally free for people ringing from a “fixed line” phone – but charges  
may apply if you call from a mobile phone); or 

 Õ Call: 0300 123 9123  
(calls to this number are charged at the same rate as 01 or 02 numbers on mobile phone tariffs).

 a Or write to: Financial Ombudsman Service, Exchange Tower, Harbour Exchange Square, London E14 9SR 

If you do contact the FOS, your actions will not affect your legal rights.

Making a complaint
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Your insurance cover

The rest of this booklet contains the detailed terms and conditions of your insurance cover. The type 
of cover you have selected is shown in your Offer of Advance and will be confirmed by your completion 
letter. Once a year we will issue a renewal notice confirming any changes in your property insurance 
premium or cover.

Buildings
If you have Buildings Cover, please refer to Sections 1, 4 and 5 
and the corresponding ‘Claims procedures’, ‘General conditions’ 
and ‘General exceptions’.

Contents
If you have Contents Cover, please refer to Sections 2, 3, 4 and 5 
and the corresponding ‘Claims procedures’, ‘General conditions’ 
and ‘General exceptions’.

Sections 1–4
This insurance is underwritten by Lloyds Bank General 
Insurance Limited. In return for payment of the premium, 
we will insure you for events occurring during the period of 
insurance in the terms set out in this policy.

This policy is governed by the law that applies to the part of the 
British Isles where your home is situated. Any dispute regarding 
this policy will be dealt with exclusively by the courts in that part 
of the British Isles.

Your insurance cover
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Definition of terms

The following is a list of words and phrases used in 
Sections 1–5 and in the ‘General conditions’ and 
‘General exceptions’ Sections on pages 25–26. 
Wherever they appear they will always have 
these meanings.
Appointed representative 
(Applies to section 5 – Legal expenses)
The lawyer, accountant or other suitably qualified person who 
has been appointed to act for you or your family in accordance 
with the terms of this policy.

Bodily injury
Accidental bodily injury caused solely and directly by 
external and visible means. It does not include sickness, 
disease, pregnancy and childbirth or other naturally 
occurring conditions.

British Isles
Great Britain, Northern Ireland, the Republic of Ireland, 
the Channel Islands and the Isle of Man.

Buildings
The structure of your home, including its fixtures and fittings, 
ceiling and decorations.

Contents
Household goods and personal effects belonging to you or for 
which you are legally responsible.

Costs and expenses 
 (Applies to section 5 – Legal expenses)
a. Legal costs

All reasonable and necessary costs chargeable by the 
appointed representative on a standard basis. Also the costs 
incurred by opponents in civil cases if you or your family has 
been ordered to pay them, or pays them with our agreement.

b. Accountants costs

A reasonable amount in respect of all costs reasonably 
incurred by the appointed representative.

Date of occurrence 
(Applies to section 5 – Legal Expenses)
The date of occurrence is the date of the event which may lead 
to a claim. If there is more than one event arising at the same 
time or from the same cause, the date of occurrence is the date 
of the first of these events.

Domestic staff
Any domestic staff employed by you or your family in 
connection with the ownership or occupation of your home.

External constructions and features
Swimming pools, paved terraces, walls, gates, fences, patios, 
paths and drives in the grounds of your home.

Family
Your spouse or partner, children and any other relatives all 
permanently living with you.

Full enquiry
An extensive examination by the Inland Revenue which 
considers all aspects of you or your family’s tax affairs, but 
not enquiries which are limited to one or more specific aspect 
of you or your family’s self-assessment tax return.

Hazardous occupation
Air crew, atomic and nuclear workers, tower crane driver, 
demolition worker, underground mine worker, diver, fireman, 
police officer, HM forces member, deep-sea fisherman, metal 
merchant, offshore rig worker, quarry worker using explosives, 
professional sports person, roofer, slater, steeplejack, merchant 
seaman, tree feller, outside work welder, window cleaner.

Hazardous pursuit
Hunting, driving, sailing or riding in any kind of race; skiing, 
using bob sleighs or skeletons or participating in ice hockey 
or competitive ice-skating; flying other than as a fare-paying 
passenger in a fully licensed passenger aircraft or any other 
deliberate exposure to danger (except in an attempt to save 
human life).

Heave
Expansion of the ground beneath the buildings.

Home
Your mortgaged residence including associated outbuildings, 
sheds and greenhouses, and garages all owned and used 
by you for private and domestic purposes only, and external 
constructions and features.

Household
Your family and domestic staff.

Definition of terms
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Index-linked
The buildings sum insured is adjusted on a monthly basis in 
line with the changes in rebuilding costs based on the Housing 
Index prepared by the Royal Institute of Chartered Surveyors. 
You will not be charged extra by way of monthly adjustments 
because of the index-linking but renewal will be invited at the 
revised premium.

As the contents sum is unlimited, there is no need to index-link 
it. Individual limits will be revised periodically to take account 
of inflation and you will be advised of such revisions when 
they happen.

Landslip
Rapid downward movement of sloping ground due to 
its slippage.

Money
Cash, currency, notes, bank notes, money orders and current 
postage stamps, cheques, savings and trading stamps, savings 
certificates and savings bonds, luncheon vouchers (all held 
for social and domestic purposes), traveller’s cheques, travel 
tickets, and phonecards.

Permanent total disablement
Total disablement caused solely and directly by bodily injury 
which permanently prevents you from carrying out your normal 
occupation. Subject to such disablement having continued for 
one year and likely to continue for the remainder of your life.

Personal effects
Articles normally worn, used or carried about the person in 
everyday life.

Services
Cables and underground pipes and drains (and their inspection 
covers) serving your home.

Settlement
Downward movement of the ground beneath the buildings due 
to the weight of the buildings.

Subsidence
Downward movement of the ground beneath the buildings not 
due to the weight of the buildings.

Territorial limit 
(Applies to section 5 – Legal Expenses)
The European Union, the Isle of Man, the Channel Islands, 
Albania, Andorra, Bosnia & Herzegovina, Croatia, Gibraltar, 
Iceland, Liechtenstein, Macedonia, Monaco, Montenegro, 
Norway, San Marino, Serbia, Switzerland and Turkey.

Unfurnished
Not furnished for normal living purposes.

Valuables
Precious metals or stones, jewellery, watches, clocks, 
photographic equipment, paintings, curios, works of art, furs 
and collections of coins, medals and stamps.

We/our/us
The Insurers specified in this policy booklet.

You
The person(s) named in the Mortgage Account.

Your
Belonging to you or for which you are legally responsible.

Definition of terms
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Section 1 – Buildings insurance

You pay the first £35 of each claim or series of claims arising from any one event, except under paragraph C, item f.

A – Who is insured

• What is insured • What is not insured

a. You.

b. The mortgagee of your home.

B – What is insured

• What is insured • What is not insured

a. The buildings of your home.

b. Extra costs necessary in restoring damage to the buildings:

• To pay architects’, surveyors’ and legal fees.

• To clear debris or demolish or make buildings safe.

• To comply with government or local authority requirements.

• Any costs for complying with requirements or regulations notified 
before the damage occurred.

c. If your home is made uninhabitable by any insured cause we will 
pay for:

• Loss of any rents receivable or ground rent you would have 
paid for up to two years.

• the cost of similar alternative accommodation for you and 
your household until your home is restored to its normal 
living conditions.

The most we will pay is £2,500 for every bedroom in your home.

C – What you are insured for

• What is insured • What is not insured

Loss, destruction or damage caused by:
a. Fire, smoke, explosion, lightning or earthquake.

b. Riots, civil commotion, labour or political disturbances or strikes.

c. Malicious damage. • Damage caused by you or any person permanently living 
with you.

• Damage occurring after your home has been left unfurnished 
or unoccupied for more than 30 consecutive days.

• Damage caused by a tenant or any person permanently living 
with them.

d. Storm or flood. • Damage to external constructions and features, but walls 
are covered.

e. Impact with your home by aircraft or other aerial devices or 
anything dropped from them or by any vehicle, train, animal, 
falling tree or branch, or any falling aerial or mast.

Section 1 – Buildings insurance
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Section 1 – Buildings insurance (continued)

C – What you are insured for

• What is insured • What is not insured

f. Subsidence or heave of the site on which the main building 
of your home stands, or landslip.

• The first £1,000 of each claim.

• Damage caused by coastal or river erosion.

• Damage to external constructions and features unless the main 
building of the residential portion of your home is damaged at 
the same time by the same cause.

• Damage to or resulting from the movement of solid floor slabs 
unless the foundations beneath the external walls of your home 
are damaged at the same time by the same cause.

g. Escape of water from, or freezing of, fixed domestic water 
installations, or escape of oil from fixed domestic oil 
heating installations.

• Damage occurring after your home has been left unfurnished 
or unoccupied for more than 30 consecutive days.

• Damage while your home is being constructed.

• Repair or replacement costs of the installations themselves 
unless they are damaged by freezing.

h. Theft or attempted theft. • Damage occurring after your home has been left unfurnished 
or unoccupied for more than 30 consecutive days.

i. Accidental damage in your home to ceramic hobs, fixed glass 
and sanitary ware.

• Damage occurring after your home has been left unfurnished 
or unoccupied for more than 30 consecutive days.

j. Accidental damage to Services.

k. Trace and access.
If the buildings of your home are damaged due to escape of 
water from any domestic appliance or any fixed domestic water 
installation, or freezing of water in fixed domestic water or 
heating systems:
We will pay the reasonable cost of removing and replacing any 
other part of the buildings necessary to find the source of the leak 
and making good. This includes the reinstatement of any drive, 
fence or path removed or damaged during the search.
The most we will pay for any one event is £5,000.

• Damage occurring when your home is unoccupied for more than 
30 consecutive days

Accidental damage option

• What is insured • What is not insured

If you have taken this cover, then you are also insured for:
l. Any other accidental damage to the buildings of your home 

which is not specified in items a to k above.

• Damage caused by settlement, shrinkage, drying out, wet or 
dry rot, vermin, wood-boring insects, mould or fungus.

• The cost of maintenance or routine redecoration.

• Damage to any part of your home due to faulty workmanship 
or design or the use of defective materials.

• Damage occurring when your home or any part of it is lent, 
let or sub-let.

Section 1 – Buildings insurance 
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D – How much the buildings are insured for

• What is insured • What is not insured

• You are covered for the cost of rebuilding or repairing that part of 
your home damaged or destroyed but not for more than the cost 
of completely rebuilding it in its original form. If we instruct any 
tradesman, we will do so on your behalf.

• We will not deduct for wear, tear or depreciation, provided the 
buildings are maintained in a good state of repair.

• We may, at our option, repair or rebuild your home or make a 
money payment instead. If your home cannot be repaired or 
rebuilt or where repair or rebuilding is not carried out for any 
other reason we will settle any claim on the basis of the sale value 
of your home (as professionally estimated at the time it is agreed 
that it cannot be repaired or rebuilt) as if in an undamaged 
condition on a sound site and deduct any residual value.

E – Insurance for a contracting purchaser

• What is insured • What is not insured

If you are selling your home and the purchaser has not insured it 
before completion of the contract, the purchaser will have the benefit 
of this section of the policy up to the date of completion.

F – Insurance of liabilities

• What is insured • What is not insured

Now read Section 4, paragraph B. It explains the cover of your liability 
which results from your ownership of the building.

Section 1 – Buildings insurance
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Section 2 – Contents insurance

You pay the first £35 of each claim or series of claims arising from any one event.

A – Who is insured

• What is insured • What is not insured

a. You and your household.

B – What is insured

• What is insured • What is not insured

a. The contents of your home, including motorised garden tools. • Motor vehicles, caravans, trailers, boats, windsurfers, other 
watercraft and all their accessories whilst in them or attached 
to them.

• Pets and livestock.

• Any articles used or held for business or professional purposes, 
either wholly or partly.

• Any property more specifically insured by another policy.

b. Deeds and documents, up to £250 for replacing each document.

c. Fixtures and fittings, aerials (and satellite dishes fixed to the 
private dwelling).

d. Contents that have been included in the purchase price of your 
home or that have been left to you by the previous owner and 
become yours once the contracts are exchanged.

• Loss or damage occurring prior to the date of exchange 
of contracts.

e. If your home is made uninhabitable by a cause shown in this 
section paragraph C, we will pay for agreed accommodation 
expenses up to £2,500 for every bedroom in your home until 
your home is restored to its normal living conditions.

Section 2 – Contents insurance 
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C – What you are insured for

• What is insured • What is not insured

Loss or damage caused by:
a. Fire, smoke, explosion, lightning or earthquake.

• Damage caused by cigarette or cigar burns, scorching, melting or 
warping unless accompanied by flames.

b. Riots, civil commotion, labour or political disturbances or strikes.

c. Malicious damage. • Loss or damage occurring after your home has been left 
unfurnished or unoccupied for more than 30 consecutive days.

• Loss or damage caused by you or any person permanently living 
with you.

• Damage caused by a tenant or any person permanently living 
with them.

d. Impact with your home by any aircraft or other aerial devices 
or anything dropped from them or by any vehicle, train, animal, 
falling tree or branch or any falling aerial or mast.

e. Storm or flood.

f. Subsidence or heave of the site on which your home stands, 
or landslip.

g. Escape of water from any fixed domestic water installation, or oil 
from any fixed domestic oil heating installation.

• Damage occurring after your home has been left unfurnished or 
unoccupied for more than 30 consecutive days.

h. Theft or attempted theft. • Loss or damage occurring after your home has been left 
unfurnished or unoccupied for more than 30 consecutive days.

• Theft if you have lent, let or sub-let any part of your home unless 
force or violence is used to enter or leave it.

i. Accidental damage to your television and video installations, 
aerials, audio reproduction and recording equipment, personal 
computers and television game machines, satellite receivers 
and decoders (and satellite dishes fixed to the Private Dwelling). 
The most we will pay in respect of any one event is £2,500.

• Recording media and computer software. Damage caused by 
cleaning, dyeing, restoring, light or atmosphere, parasites or 
vermin, mechanical or electrical breakdown or derangement or 
adjustment or repair to any machine, or misuse.

• Damage to, or the loss or breakdown of, any equipment directly 
or indirectly caused by the failure of the programming of 
computer chips or computer software to recognise any date or 
loss or damage caused by computer viruses.

j. Accidental damage to fixed glass in furniture, mirrors, glass tops 
in furniture, glass in shelves and ceramic hobs.

• Glass in pictures or clocks.

  Section 2 – Contents insurance
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Section 2 – Contents insurance (continued)

Accidental damage option

• What is insured • What is not insured

If you have taken this cover then you are also insured for:
k. Any other accidental damage to the contents of your home which 

is not specified in items a to j on page 13.

• Clothing (including furs) and contact lenses.

• Damage caused by cleaning, dyeing, restoring, light or 
atmosphere, mould, fungus, wet and dry rot, parasites or 
vermin, mechanical or electrical breakdown or derangement or 
adjustment or repair to any machine, or misuse.

• Damage to, or the loss or breakdown of, any equipment directly 
or indirectly caused by the failure of the programming of 
computer chips or computer software to recognise any date or 
loss or damage caused by computer viruses.

• Damage to contents when outside the boundary of your home.

• Official confiscation or detention.

• Damage occurring when your home or any part of it is lent, let 
or sub-let.

D – Where the contents are insured

• What is insured • What is not insured

a. In your home.

b. In the open within the boundary of your home, up to £500.

c. During household removal by a removal contractor when moving 
into your home.

• Loss or damage occurring prior to the date of exchange 
of contracts.

d. Anywhere in the British Isles when temporarily removed from 
your home for a period not exceeding 3 calendar months.

• Contents insured under another policy.

• Contents removed for sale or exhibition or to furniture 
depositories.

• Loss or damage caused by storm or flood to property not in 
a building.

• Damage under paragraph C, items i and k.

• Loss or damage caused by theft or attempted theft other 
than from:

 – An occupied private home or any building where you or your 
family are working or temporarily living.

 – Any other building or a caravan, but only if force and violence 
are used to gain entry or exit.

 – Any bank or safe deposit or while you, or anyone in your 
household is taking the item to or from the bank or 
safe deposit.

Section 2 – Contents insurance
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E – How much the contents are insured for
• What is insured • What is not insured

• For articles stolen or destroyed we cover the full cost of replacement 
as new, if available, or otherwise the nearest equivalent.

• Otherwise we will cover the cost of repair.

• The most we will pay in respect of valuables is £2,000 for any one 
article, set or collection and £10,000 in total.

F – Fatal accident insurance
• What is insured • What is not insured

If you or your spouse die within 12 months because of fire or 
assault in your home, we will pay £5,000 in total in any one period 
of insurance. You do not pay the first £35 of each claim under 
this extension.

G – Permanent total disablement
• What is insured • What is not insured

If you or your second named person on the mortgage account suffer 
permanent total disablement as a result of and occurring within 
12 months of an accident we will settle the outstanding balance of 
the mortgage account. You do not pay the first £35 of each claim 
under this extension.

• Any disability arising from participation in any hazardous pursuit 
or undertaking any hazardous occupation.

• Any disability due wholly or partly to:
 – The effects of alcohol or drugs other than drugs taken in 

accordance with treatment prescribed and directed by 
a registered medical practitioner but not for treatment 
of any drug addiction.

 – Attempted suicide or intentionally inflicted self injury.
 – Bodily injury caused directly or indirectly by a physical 

or mental defect or infirmity which existed at the time 
of the accident.

 – Anything that happens gradually over a period of time, 
for example, sickness, disease or any degenerative 
medical condition.

H – Replacement of locks
• What is insured • What is not insured

• If the keys that operate the locks on external doors of your home are 
lost or stolen, we will pay the cost of replacing the locks, up to £250 
in total.

• You do not pay the first £35 of each claim under this extension.

  Section 2 – Contents insurance
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Section 2 – Contents insurance (continued)

I – Contents of freezer or refrigerator
• What is insured • What is not insured

If an accidental change in temperature or accidental leakage 
of refrigerant causes damage to the contents of your freezer or 
refrigerator, we will pay the cost of replacing the damaged contents, 
up to £500. You do not pay the first £35 of each claim under 
this extension.

• Loss or damage caused by the deliberate act of any public 
electricity or gas supply authority.

J – Money
• What is insured • What is not insured

• We will pay for theft or accidental loss of money occurring:
i. In the British Isles.

ii. Whilst temporarily outside the British Isles.

• Up to £250 in any one loss.

• Loss from depreciation in value, official confiscation or shortages 
caused by error or omissions.

• Any loss not reported to the police within 24 hours of discovery.

K – Cash/credit cards
• What is insured • What is not insured

• We will pay for loss caused by fraudulent use of you or your 
family’s credit, cheque or cash cards by any unauthorised person, 
up to £250.

• You do not pay the first £35 of each claim under this extension.

• Fraudulent use by members of your household or any person 
permanently living with you.

• Any lost card(s) not reported to the issuing company immediately 
upon discovery.

L – Insurance of liabilities
• What is insured • What is not insured

Now read Section 4, paragraph A. It explains the cover we give you 
for liability to other people.

Section 2 – Contents insurance
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Section 3 – Special contents insurance

You pay the first £35 of each claim or series of claims arising from any one event.

A – Who is insured
• What is insured • What is not insured

a. You and your household.

B – What is insured

• What is insured • What is not insured

All the property described in items a to i below: • Any article used or held for business or professional purposes 
either wholly or partly.

• Loss or damage insured by any other policy but if the amount of 
cover under the other policy is not enough, we will pay any extra 
up to the articles sum insured.

a. Jewellery and articles of precious metal.

b. Furs.

c. Timekeeping, photographic and optical equipment. • Contact and corneal lenses.

d. Musical instruments.

e. Sports equipment. • Loss or damage to squash racquets or underwater equipment 
when being used.

• Vehicles, aircraft, boats, windsurfers and other watercraft.

f. Camping equipment. • Trailer tents.

g. Sporting guns.

h. Private pedal cycles. • Loss or damage when being used in racing or speed trials.

• Motorised or motor or electrically assisted cycles.

• Loss or damage when the cycle is left unlocked and unattended 
in a public place.

i. Personal effects and clothing, not mentioned in items a to h of 
Section 3B.

• Any boat, windsurfer or other watercraft, caravan, motor vehicle, 
cycles or accessories in them or attached to them.

C – What the items are insured against
• What is insured • What is not insured

Any accidental loss, accidental damage or theft occurring:
i. In the British Isles.

ii. Whilst temporarily outside the British Isles.

• Accidental loss or damage caused by cleaning, dyeing, restoring 
or reproofing, light or atmosphere, mould or fungus, moths, 
parasites or vermin, mechanical or electrical breakdown or 
derangement or adjustment or repair to any machine or official 
confiscation or detention.

• Damage to, or the loss or breakdown of, any equipment 
directly or indirectly caused by the failure of the programming 
of computer chips or computer software to recognise any 
date or loss or damage caused by computer viruses.

Section 3 – Special contents insurance
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Section 3 – Special contents insurance (continued)

D – How much the items are insured for
• What is insured • What is not insured

a. Up to £2,000 in total in respect of any one claim or series of claims 
arising from one event.

b. If items are lost, stolen or destroyed, we will cover replacements 
as new if available or otherwise the nearest equivalent. If the item 
is irreplaceable, we will base our payment on expert opinion of its 
current value, up to £2,000.

Section 3 – Special contents insurance
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Section 4 – Insurance of liabilities

• What is insured • What is not insured

If you are insured under Section 1 – Buildings insurance, you are 
also insured under paragraph B overleaf without extra charge. If you 
are also insured under Section 2 – Contents Insurance, you are also 
insured under paragraph A below without extra charge.

• Any action against you brought in a court outside the British Isles.

A – What is insured

• What is insured • What is not insured

a. You and your household (or your personal representatives in 
the event of your death) are insured against any legal liability 
for damages which result from an accident occurring during the 
period of insurance and causing:

• Accidental bodily injury (including death, disease or illness) 
to anyone not in your household.

• Accidental loss or damage to material property that is neither 
yours nor your household’s. 

We also cover you for all costs incurred with our written consent. 
The most we will pay for claims resulting from one accident or a 
series of accidents resulting from any one cause is £2,000,000.

• Liability resulting from:
 – Ownership of your home.
 – Your occupation or ownership of any other land or building.
 – Sport involving the use of motors.
 – Any trade, profession or business.
 – An agreement made by you or your household unless you or 

your household would have been liable even if the agreement 
had not been made.

 – The transmission of all communicable diseases. 

• Liability resulting from the use or ownership of:
 – Mechanically powered vehicles, except garden machinery 

used in your garden.
 – Powered boats or aircraft, unless they are models.
 – Animals, except domestic cats, dogs (other than dogs 

referred to in the Dangerous Dogs Act 1991 or any amending 
legislation) or horses.

 – Firearms, except airguns or sporting guns.

• Any legal liability that is more specifically insured by any 
other policy.

b. You (or your personal representatives in the event of your death) 
are insured against any legal liability for damages which result 
from an accident occurring during the period of insurance and 
causing accidental bodily injury to:

• Domestic staff while employed by you.

• Employees temporarily repairing or decorating your home 
in the British Isles.

We also cover you for all costs incurred with our written consent. 
The most we will pay for claims resulting from one accident or a 
series of accidents resulting from any one cause is £2,000,000.

c. If you are the tenant of your home, we will cover your legal liability 
up to £5,000 for loss or damage to your home or the landlord’s 
fixtures and fittings caused by any of the risks in Section 2, 
paragraph C.

• Loss or damage while your home is unfurnished.

• The first £35 of each claim or series of claims arising from any 
one cause.

d. If you are the tenant of your home, we will cover your legal 
liability up to £5,000 for the cost of repairing accidental damage 
to Services.

Section 4 – Insurance of liabilities
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Section 4 – Insurance of liabilities (continued)

B – What is insured
• What is insured • What is not insured

• You (or your personal representatives in the event of your death) 
are insured against any legal liability for damages arising out 
of a and b (as owners of your home) and c below plus all costs 
incurred with our written consent. The most we will pay for claims 
resulting from one accident or a series of accidents resulting from 
any one cause is £2,000,000.

• Liability arising from:
 – Your trade, profession or business.
 – An agreement made by you unless you would have been liable 

even if you had not made the agreement.
 – The use of vehicles.

• Any legal liability that is more specifically insured by any 
other policy.

a. Accidental bodily injury (including death, disease or illness) to 
anyone not in your household.

b. Accidental loss or damage to material property that is neither 
yours nor your household’s.

c. Accidental loss or damage to material property that is neither 
yours nor your household’s arising under Section 3 of the 
Defective Premises Act 1972 or Section 5 of the Defective 
Premises (Northern Ireland) Order 1975, for:

• The home which is now insured under this Policy and which 
later you sell and do not then own or occupy or insure.

• Any other private home previously owned by you but not 
owned or occupied by you now.

Provided you are not insured under another policy.

• Your liability for such injury or damage arising more than seven 
years after Section 1 of this policy has been cancelled.

• Liability arising outside the period that Section 3 of this policy is 
in force.

Section 4 – Insurance of liabilities
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Section 5 – Legal expenses

The insurance provided in respect of legal expenses in this section has been arranged by Lloyds Bank Insurance Services and 
is underwritten by DAS Legal Expenses Insurance Company Limited.

DAS Law Limited is listed on the Financial Conduct Authority register to carry out insurance mediation activity, including 
the administration of insurance contracts on behalf of DAS Legal Expenses Insurance Company Limited. DAS Law Limited, 
Registered in England and Wales No. 5417859, Registered Office: North Quay, Temple Back, Bristol BS1 6FL. Authorised and 
regulated by the Solicitors Regulation Authority.

A – What you are covered for
• What is insured • What is not insured

We will cover the insured incidents in this section as long as:

• The date of occurrence of the insured incident is during the 
period of insurance and within the territorial limit.

• Any legal proceedings will be dealt with by a court, or other body 
which we agree to, in the territorial limit.

• It is always more likely than not that you or your family will recover 
damages (or obtain any other legal remedy which we have 
agreed to) or make a successful defence.

We will help in appealing or defending an appeal as long as you or 
your family tell us within the time limits allowed that you or your 
family want us to appeal. Before we pay any costs and expenses for 
appeals, we must agree that it is always more likely than not that the 
appeal will be successful.

• A claim where the insured person has failed to notify us of the 
insured incident within a reasonable time of it happening and 
where this failure adversely affects the prospect of successfully 
recovering damages (or getting any other legal remedy that we 
have agreed to) or of making a successful defence.

• Any incident or matter arising before the start of this policy.

• Any cost and expense incurred before our written acceptance of 
a claim.

• Fines, penalties, compensation or damages which you or your 
family is ordered to pay a court or other authority.

• Any insured incident intentionally brought about by you or 
your family.

• Any claim relating to you or your family’s alleged dishonesty or 
alleged violent behaviour.

• Any claim relating to written or verbal remarks which damage you 
or your family’s reputation.

• A dispute with DAS Legal Expenses Insurance Company Limited 
not otherwise dealt with under condition 7 page 24.

• An application for Judicial Review.

• Any legal action you or your family takes which we or the 
appointed representative have not agreed to, or where you 
or your family does anything that hinders us or the appointed 
representative.

• Any claim relating to any non-contracting party’s right to enforce 
all or part of this section. The Contracts (Rights of Third Parties) 
Act 1999 does not apply to this section.

• Any claim directly or indirectly caused by or resulting from any 
device failing to recognise, interpret, or process any date as its 
true calendar date.

Section 5 – Legal expenses
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Section 5 – Legal expenses (continued)

B – Insured incidents
• What is insured • What is not insured

Bodily injury – we will negotiate for you or your family’s rights after 
an event which causes the death of, or bodily injury to either you 
or your family.

• Any claim relating to the following:
 – Any illness or bodily injury which happens gradually or is not 

caused by a specific or sudden accident.
 – Defending you or your family’s legal rights, but defending 

a counter-claim is covered.

C – How much you are insured for
• What is insured • What is not insured

The most we will pay for all claims resulting from one or more 
event arising at the same time or from the same originating 
cause is £50,000.

Section 5 – Legal expenses
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Claims procedures

This is the procedure you should follow if you need 
to make a claim. If you do not follow these steps, 
you break a condition of the policy and this may 
affect your claim.

Procedure in the event of a claim
When something happens that causes or may cause a claim, 
you should contact us as soon as possible. If it is a case of 
malicious damage or theft or attempted theft or accidental 
loss outside the home, you must tell the police at once. If asked 
you must send us all necessary details and proof. If you receive 
a writ or summons or process issued or started against you 
following your claim under the policy, you should send this to 
Lloyds Bank Insurance as soon as possible. You must give us all 
the help and information necessary to settle or resist any claim 
made against you or to help us begin proceedings against any 
other person. You should always quote your Mortgage Account 
number when submitting a claim.

Basis for settling claims
We can either:

• Repair or replace anything for which we are liable; or

• Make a money payment instead.

Section 1 – Buildings
We pay for rebuilding or repair without any deduction for wear 
and tear and depreciation, provided that you have maintained 
the buildings in a good state of repair.

Sections 2 and 3 – Contents and Special contents
For articles lost, stolen or destroyed, we pay the full cost of 
replacement as new, if the items are available, or the nearest 
equivalent if they are not. You cannot claim for new articles if 
items can be repaired. You cannot claim under more than one 
section for loss or damage to Valuables arising from the same 
incident. Written evidence of value will be needed for any 
Valuable over £1,000. If an item cannot be replaced, we will base 
our payment on expert opinion of its current value up to the 
limit of the sum insured.

Control of the claim
We control the claim, so you should not admit, deny, negotiate 
or settle a claim without our consent. However, any temporary 
repairs necessary to prevent further loss or damage can be 
carried out immediately.

Our special rights
We have the right to enter a building affected by the claim and 
take possession of any of the insured property. You may not, 
however, abandon the property to us. We may, in your name 
and/or on your behalf, take control of any proceedings or settle 
any claim. We may also, at our expense and for our own benefit, 
take proceedings against any other person in your name to 
recover any payment we have made under this policy.

Contribution
If, at the time of the claim, there is any other policy in force 
insuring anything covered by this policy, we shall only be liable 
for our proportional share.

Arbitration
(Applies to section 5 – Legal Expenses) 

If we admit liability for a claim but you cannot then agree with 
us the amount that should be paid, our disagreement will 
be referred to an Arbitrator appointed jointly by you and us, 
according to the Statutory Provisions that are in place at the 
time. You cannot take any legal action against us over this 
difference until the Arbitrator has made an award. 

Please refer to page 5 ‘Making a complaint’, for details of our 
internal complaints procedure. 

Theft security
If there has been a theft, you should take any reasonable extra 
precautions we request to improve the physical security of your 
home such as additional locks or installing an alarm.

Legal expenses
The following conditions apply to any claims for legal costs and 
expenses under Section 5 – Legal expenses:

1. You and your family must:

• Keep to the terms and conditions of this section.

• Take reasonable steps to keep any amount we have to 
pay as low as possible.

• Try to prevent anything happening that may cause 
a claim.

• Send everything we ask for, in writing.

• Give us full details in writing of any claim as soon 
as possible and give us any information we need.

Claims procedures
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Claims procedures (continued)

2. We can take over and conduct in the name of you or your 
family, any claim or legal proceedings at any time. You or 
your family are free to choose an appointed representative 
(by sending us a suitably qualified person’s name and 
address) if:

i. We agree to start court proceedings and it becomes 
necessary for a lawyer to represent the interests of you 
or your family in those proceedings; or

ii. There is a conflict of interest.

In all circumstances except those above, we are free to 
choose an appointed representative.

Any appointed representative will be appointed by us to 
represent you and your family according to our standard 
terms of appointment. The appointed representative must 
co-operate fully with us at all times.

We will have direct contact with the appointed representative.

You and your family must co-operate fully with us and the 
appointed representative and must keep us up to date with 
the progress of the claim.

You and your family must give the appointed representative 
any instructions that we require.

3. You and your family must tell us if anyone offers to settle 
a claim.

If you or your family does not accept a reasonable offer 
to settle a claim, we may refuse to pay any further costs 
and expenses.

We may decide to pay you or your family the amount of 
damages that you or your family is claiming or is being 
claimed against them, instead of starting or continuing 
legal proceedings.

4. You and your family must tell the appointed representative 
to have costs and expenses taxed, assessed or audited, if 
we ask for this.

You or your family must take every step to recover costs and 
expenses that we have to pay and must pay us any costs 
and expenses that are recovered.

5. If an appointed representative refuses to continue acting 
for you or your family with good reason or if you or your 
family dismisses an appointed representative without good 
reason, the cover we provide will end at once, unless we 
agree to appoint another appointed representative.

6. If you or your family settles a claim or withdraws their 
claim without our agreement, or does not give suitable 
instructions to an appointed representative, the cover we 
provide will end at once and we will be entitled to reclaim 
any costs and expenses paid by us. 

7. If there is a disagreement about the way we handle a 
claim that is not resolved through our internal complaints 
procedure, you can contact the Financial Ombudsman 
Service. (See page 5 which contains details of how to 
make a complaint).

8. We may, at our discretion, require you to obtain at your 
expense, an opinion from a barrister chosen by you and us 
as to the merits of a claim or proceedings. If the barrister’s 
opinion indicates that there are reasonable grounds for the 
pursuit or defence of a claim or proceedings, the cost of 
obtaining the opinion will be paid by us.

9. We will not pay any claim covered under any other policy, or 
any claim that would have been covered by any other policy 
if this section of the policy did not exist.

10. You must have given agreement for anyone to claim under 
this section.

11. If an appointed representative is used, we will pay the costs 
and expenses incurred for this.

12. This section will be governed by English law.

13. All acts of parliament mentioned in this section 
include equivalent laws in Scotland, Northern Ireland, 
the Isle of Man and the Channel Islands as the case may be.

Claims procedures
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General conditions

Fraud
The contract between you and us is based on mutual trust and 
we rely on the honesty of our policyholders. If you or anyone 
acting for you knowingly or recklessly:

• Provides information to us that is not true in order to obtain 
cover or cover at a lower premium or on better terms; or 

• Provides information or documentation to us that is false, 
misleading or dishonestly exaggerated in relation to a 
claim; or 

• Otherwise acts or behaves dishonestly in relation to 
your policy; 

 then we: 

• will cancel your policy from the date of the fraudulent act;

• will not pay any part of a fraudulent claim or any claims arising 
after the date of the fraudulent act;

• will retain any premium you have paid;

• may recover any payments made to you or on your behalf and 
any costs and expenses incurred in respect of a fraudulent 
claim or any claims arising after the fraudulent act. 

Precautions
You and your household should take every reasonable 
precaution to prevent any loss, damage, accident or injury. 
You should keep the property insured by this policy in 
good condition.

Cancellation
If, having examined your policy documentation, you decide 
not to proceed, you may cancel this insurance within the first 
14 days. This 14 days starts on the day you receive the policy 
documentation, or the day you enter into this contract of 
insurance, whichever is the later. On receipt of your notice, 
any premiums you have already paid will be refunded, unless 
you have made a claim. If you have made a claim, the refund 
may be subject to a premium payment for the cover you have 
already received.

If you do not cancel within the first 14 days the cancellation 
procedure is as follows:

You may cancel the contract by either writing to us or by 
calling us on 0345 603 1637. If you cancel the policy, you may 
be entitled to a partial refund of premium. This refund will be 
subject to a deduction for the cover you have already received.

We may cancel this policy by giving you at least 14 days’ written 
notice at the last address we hold for you. We may cancel for 
the reasons set out below.

• If any change in risk occurs which increases the risk under 
your policy and which we are unable to insure.

• If you breach any terms or conditions of your policy.

• Any event outside our control that increases the risk under 
your policy that we could not have reasonably foreseen.

If we cancel the policy, you will be refunded premiums already 
paid for the remainder of the current period of insurance.

Changes in risk
You must tell us if your home is to be:

• Unoccupied for more than one month.

• Let out to tenants.

• Shared with lodgers.

You must notify us prior to any:

• Change of address.

• Extension or alteration to the buildings of your home.

• Use of your home for business or professional purposes.

If you do not provide this information your policy may 
be invalidated.

General conditions
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General exceptions

This policy does not cover:

War and similar risks
Any consequence, whether direct or indirect, of war, invasion, 
act of foreign enemy, hostilities (whether war be declared or 
not), civil war, rebellion, revolution, insurrection, or military or 
usurped power.

Radioactivity
Loss or destruction of, or damage to, any property, or any 
additional expense or legal liability directly, or indirectly caused, 
or contributed to, by or arising from:

• Ionising radiation or contamination by radioactivity from any 
nuclear fuel or from any nuclear waste from the combustion 
of nuclear fuel.

• The radioactive toxic explosive or other hazardous nature of 
any nuclear assembly or nuclear component.

Sonic bangs
Loss of or damage to property caused by pressure waves from 
aircraft or other aerial devices.

Pollution
Any loss, damage or liability arising from pollution or 
contamination of buildings, structure, water, land or the 
atmosphere, unless caused by:

• A sudden, unexpected or unintentional act which can be 
identified; or

• Oil leaking from a domestic oil installation at the home.

Pet damage
Loss or damage caused by chewing, scratching, tearing or 
fouling by domestic pets.

Matching items
We will not pay for the cost of replacing or altering any 
undamaged item or parts of items forming part of a set, suite 
or other article of a uniform nature, colour or design, including 
carpets when loss or damage occurs within a clearly identifiable 
area or to a specific part.

Uninsurable causes
• A gradually operating cause. This is something that happens 

gradually over a period of time, for example corrosion, damp, 
condensation, decay or decomposition. Please note that 
this exclusion does not apply to claims caused by subsidence 
or heave. 

• Wear and tear.

General exceptions
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Your agreement with us

Important information 
As we rely on the information you provide when deciding 
whether to accept, vary or renew your policy, it’s important that 
you answer all our questions honestly and take reasonable care 
that your replies are accurate and complete. Failure to answer 
the questions correctly could result in:

• Your policy becoming invalid and all claims refused; or

• A claim payment being reduced; and/or

• Different terms being applied to your policy, for example 
certain cover excluded from the start of your policy.

Please note, if anyone else has provided us with the 
information, he or she has acted as your agent.

Please also refer to the ‘Changes in risk’ section on page 25 
for details of the changes you must tell us about during the 
insurance period. If you don’t tell us about these changes, we 
may have the right to refuse any claims made after the change 
happened or to treat your policy as ended from the date of the 
change meaning that you will not be covered after that date.

We have the right to accept or decline an application, or offer 
cover on special terms.

You have confirmed that you understand the essential 
provisions of cover offered by this Home Insurance policy, 
together with the main exclusions and restrictions.

Your agreement with us
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My personal data and Lloyds Banking Group

Looking after your information
The Data Protection Act requires Lloyds Banking Group 
companies to manage personal information in accordance 
with the Data Protection Principles. In particular, our Group of 
companies is required to process your personal information 
fairly and lawfully. This means that you are entitled to know 
how we intend to use any information you provide. You can 
then decide whether you want to give it to us in order that we 
may provide the product or service that you require. All our 
employees are personally responsible for maintaining customer 
confidentiality. We provide training and education to all 
employees to remind them about their obligations. In addition, 
our policies and procedures are regularly audited and reviewed. 

Who we are
Your information will be held by Lloyds Bank General Insurance 
Limited which is part of the Lloyds Banking Group.

Our Group
More information on the Group can be found at 
lloydsbankinggroup.com

Where we obtain your information
Your personal information will be held securely in Lloyds 
Banking Group systems so that we and any other companies 
in our Group that you have dealings with, either now or in 
the future, can manage your relationship with us. This will 
include information you provide when you apply to us, and any 
additional information provided by you or others in various 
ways, including:

a. in applications, emails and letters, during telephone calls 
and conversations in branch, when registering for services, 
in customer surveys, when you participate in competitions 
and promotions, through Lloyds Banking Group company 
websites, and during financial reviews and interviews.

b. from analysis (for example, the amount, frequency, 
location, origin, and recipient) of your payments and other 
transactions, and your use of services involving other 
Lloyds Banking Group companies and what they know from 
operating your account; and 

c. information Lloyds Banking Group companies receive from 
each other, from our business partners, and from other 
organisations such as credit reference agencies and fraud 
prevention agencies.

We will not retain your personal information for longer than is 
necessary for the maintenance of your account, or for legal or 
regulatory requirements.

How we share your information
We may share the personal information we hold about 
you across Lloyds Banking Group for the following 
administrative activities:

a. providing you with products and services and notifying you 
about either important changes or developments to the 
features and operation of those products and services;

b. responding to your enquiries and complaints;

c. administering offers, competitions, and promotions;

d. undertaking financial reviews; 

And also for the following data sharing activities:

e. updating, consolidating, and improving the accuracy of 
our records;

f. undertaking transactional analysis;

g. arrears and debt recovery activities;

h. testing new systems and checking upgrades to 
existing systems;

i. crime detection, prevention, and prosecution;

j. evaluating the effectiveness of marketing, and for market 
research and training;

k. customer modelling, statistical and trend analysis, with the 
aim of developing and improving products and services;

l. assessing lending and insurance risks across the Lloyds 
Banking Group;

m. managing your relationship with the Lloyds Banking 
Group companies.

By sharing this information it enables us, and other companies 
in the Lloyds Banking Group, to better understand your needs 
and run your accounts in the efficient way that you expect. 

Your data may also be used for other purposes for which you 
give your specific permission, or, in very limited circumstances, 
when required by law or where permitted under the terms of 
the Data Protection Act 1998.
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When we may share your information
We will treat your personal information as private and 
confidential, but may share it with each other and disclose it 
outside the Lloyds Banking Group if:

a. allowed by this agreement;

b. you consent;

c. needed by our agents, advisers or others involved in running 
accounts and services for you or collecting what you owe 
Group companies;

d. needed by subcontractors to help us manage your records;

e. HM Revenue & Customs or other authorities require it;

f. the law, regulatory bodies, or the public interest permits or 
requires it;

g. required by us or others to investigate or prevent crime;

h. needed by market research companies to assist us in 
providing better products and services for you; or

i. to any other parties connected with your account 
(including guarantors);

j. required as part of our duty to protect your accounts, for 
example we are required to disclose your information to the 
UK Financial Services Compensation Scheme (FSCS).

We will always ensure your information remains safe 
and secure.

Sharing your information with other companies
If you were ‘introduced’ to us by a third party and/or have a 
relationship with or are supporting one of our affinity partners 
(e.g. a charity credit card account), we will give them your 
contact details and sufficient information about you to help 
with their accounting and administration. Introducers or affinity 
partners may use these details to contact you about products 
and services unless you have asked them not to do so.

Using your information to help prevent terrorism 
and crime
The Government also requires us to screen applications that are 
made to us to ensure we are complying with the international 
fight against terrorism and other criminal activities. As 
a result of this we may need to disclose information to 
government bodies.

Sharing your information to assist with asset buying 
or selling
Lloyds Banking Group companies may in the future wish to 
sell, transfer or merge part or all of their business or assets, 
or any associated rights or interests, or to acquire a business 
or enter into a merger with it. If so, they may disclose your 
personal information to a potential buyer, transferee, or 
merger partner or seller and their advisers so long as they 
agree to keep it confidential and to use it only to consider the 
possible transaction. If the transaction goes ahead, the buyers, 
transferee or merger partner may use or disclose your personal 
information in the same way as set out in this notice.

Searching insurance records
If you apply to us for insurance, we will pass your details to the 
insurer. If you make a claim, any information you give to us, or 
to the insurer, may be put onto a register of claims and shared 
with other insurers to prevent fraudulent claims. A list of the 
participants is available from the insurer. We may also disclose 
your information within our group of companies, to our agents 
and other insurers to investigate or prevent fraud.

Joint applicants
If you give personal information about someone else (such 
as a joint applicant) then you should not do so without their 
permission. Where information is provided by you about 
someone else, or someone discloses information about you, 
it may be added to any personal information that is already 
held by us and it will be used in the ways described in this 
privacy notice. 

Sharing personal information between 
joint applicants
Sometimes, when you open a joint account or product, this 
may mean that your personal data will be shared with the other 
applicant. For example, transactions made by you will be seen 
by your joint account holder and vice versa.

How we manage sensitive personal information
The Data Protection Act defines certain information as 
‘sensitive’ (racial or ethnic origin, political opinions, religious 
beliefs, trade union membership, physical or mental health, 
sexual life, criminal proceedings and offences). If you apply to 
us for insurance, a pension, health insurance or life assurance, 
we may ask you for some ‘sensitive’ details. We will only use this 
information to provide the service you require and we will ask 
for your explicit consent. As a customer, there may be times 
when you give us ‘sensitive’ information. We may share it with 
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other parts of the group and our subcontractors to keep your 
records up to date.

Using companies to process your information 
outside the EEA
All countries in the European Economic Area (EEA), which 
includes the UK, have similar standards of legal protection for 
your personal information. We may run your accounts and 
provide other services from centres outside the EEA (such as 
the USA and India) that do not have a similar standard of data 
protection laws to the UK. If so, we will require your personal 
information to be protected to at least UK standards. We may 
process payments through other financial institutions such as 
banks and the worldwide payments system operated by the 
SWIFT organisation if, for example, you make a CHAPS payment 
or a foreign payment. Those external organisations may 
process and store your personal information abroad and may 
have to disclose it to foreign authorities to help them in their 
fight against crime and terrorism. If these are based outside 
the EEA, your personal information may not be protected to 
standards similar to those in the UK.

Using credit scoring
When you apply for credit, an automated system known as 
credit scoring may be used when considering whether to agree 
the borrowing. It is a method of assessing your likely conduct 
of an account based on a range of data, including the conduct 
of previous similar accounts. It is a system widely used by credit 
providers to help make fair and informed decisions on lending.

Credit scoring takes account of information from three sources 
– the information you provide on your application, information 
provided by credit reference agencies and information that may 
already be held about you by companies in the Lloyds Banking 
Group. A credit scoring system will consider information 
from these sources, to make an overall assessment of your 
application. The credit scoring methods used are regularly 
tested to ensure they remain fair, effective and unbiased. 

Using a credit scoring system helps our Group companies to 
lend responsibly. If you submit an application and it is declined 
through this automated process, you can contact us within 21 
days to have the decision reconsidered. You also have the right 
to ask that the decision is not made based solely using a credit 
scoring system.

How we use Credit Reference Agencies
Credit Reference Agencies (CRAs) collect and maintain 
information about consumers’ and businesses’ credit 
behaviour. This includes Electoral Register, fraud prevention, 
and credit information – including details of previous 

applications and the conduct of your accounts – and public 
information such as County Court Judgements, decrees, 
and bankruptcies.

The information that Lloyds Banking Group companies and 
other organisations provide to Credit Reference Agencies about 
you, your financial associates and your business (if you have 
one) may be provided to other organisations and used by them 
and us to: 

a. help make decisions, for example when: 

i. checking details on applications for credit and 
credit-related or other facilities; 

ii. managing credit and credit-related accounts or facilities; 

iii. recovering debt; 

iv. checking details on proposals and claims for all types 
of insurance; 

v. checking details of job applicants and employees;

b. detect and prevent crime, fraud and money laundering;

c. check your credit history;

d. verify your identity if you, or someone financially linked with 
you, applies for services;

e. trace your whereabouts; and

f. undertake research, statistical analysis and systems testing.

If a Lloyds Banking Group company needs to make a credit 
decision when you apply for a credit-based product or service 
(e.g. mortgage, personal loan, credit card, or current account) 
or to review the amount of credit it provides under an existing 
agreement, such as an overdraft, your records will be searched, 
along with those of anyone who is financially associated with 
you such as your spouse or partner. The CRA will keep a record 
of this search and place a ‘footprint’ on your credit file, whether 
or not the application proceeds.

We may give details of your account and how you conduct it to 
Credit Reference Agencies, including if you borrow and do not 
repay in full and on time. If you fall behind with your payments 
and a full payment or satisfactory proposals are not received 
within 28 days of a formal demand being issued, then a default 
notice may be recorded with the CRAs. Similar information may 
also be given about your other lending/credit relationships 
with members of the Group. Any records shared with CRAs will 
remain on file for 6 years after your account is closed, whether 
it has been settled by you or as a result of a default. Other 
organisations may see these searches and updates if you apply 
for credit in the future, and these may affect your ability to 
borrow from other lenders.
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If you apply for or hold an account in joint names, or tell us that 
you have a spouse or financial associate, a financial association 
will be created between your records, including any previous 
and subsequent names used by you. This means that your 
financial affairs may be treated as affecting each other. These 
links will remain on your and their files until such time as you or 
your partner is successful in applying for a disassociation with 
the CRAs to break that link. 

You must be sure that you have their agreement to disclose 
information about them. Searches may be made on all 
joint applicants, and search ‘footprints’ will be left on all 
applicants records.

You have a right to apply to the Credit Reference Agencies for 
a copy of your file. We carry out most of our credit searches 
using Experian, but details of how you have run your account(s) 
may be disclosed to all the Credit Reference Agencies. The 
information they hold may not be the same and there is a small 
fee that you may need to pay to each agency that you apply to. 
Their addresses are: 

• Experian Consumer Help Service, P.O. Box 9000, 
Nottingham NG80 7WP or call 0844 481 8000 or log on to  
www.experian.co.uk

• Equifax plc, Credit File Advice Centre, P.O. Box 1140, 
Bradford BD1 5US or log on to www.myequifax.co.uk

• CallCredit Consumer Services Team, P.O. Box 491, 
Leeds LS3 1WZ or call 0870 060 1414 or log on to  
www.callcredit.co.uk/contact-us/consumer-enquiries

Using Fraud Prevention Agencies
We have systems that protect our customers and ourselves 
against fraud and other crime. Customer information can be 
used to prevent crime and trace those responsible. We will 
share your personal information from your application with 
Fraud Prevention Agencies. If false or inaccurate information 
is provided and fraud is identified, details of this fraud will be 
passed to these agencies. Law Enforcement Agencies may 
access and use this information. We and other organisations 
may also access and use this information to prevent fraud and 
money laundering, for example, when:

• Checking details on applications for credit and credit related 
or other facilities. 

• Managing credit and credit related accounts or facilities. 

• Recovering debt. 

• Checking details on proposals and claims for all types 
of insurance.

• Checking details of job applicants and employees.

Please contact us on 0345 300 2062 if you want to receive 
details of the relevant Fraud Prevention Agencies. We and other 
organisations may access and use from other countries the 
information recorded by Fraud Prevention Agencies.

How we check your identity
We may ask you to provide physical forms of identity 
verification when you open your account. Alternatively, 
we may search credit reference agency files in assessing 
your application. The agency also gives us other details and 
information from the Electoral Register to verify your identity. 
The agency keeps a record of our search, whether or not your 
application proceeds. Our search is not seen or used by lenders 
to assess your ability to obtain credit.

Using your details for service contact
Making sure we deliver excellent customer service is 
very important to us and to do this various methods of 
communication may be used when sending you information 
about your account. Most of the time you will be contacted by 
letter or telephone, but you may also be sent updates by text 
message or email when it is believed to be appropriate. You can 
ask us to stop sending these messages at any time. Additionally, 
in extraordinary circumstances (such as natural disaster or 
civil unrest) we may also send you updates by text message 
or email. If we decide to use email to contact you, we will only 
do this if we have ensured that using email will not put your 
information at risk, or, if you have requested we email you, that 
we have explained the risks of sending an ‘insecure’ email and 
that you are happy to accept that risk.

In addition, you may wish to choose a channel of 
communication that suits you when you need to contact us. 
If you need to email a Lloyds Banking Group company, we 
recommend you check their website to see if a secure email 
facility exists so that your email can be sent securely. If you send 
us emails in other ways, such as from your personal account, 
then remember that the message may not be secure and 
there is a risk that it could be intercepted. If you choose to send 
an ‘insecure’ email, please keep the amount of confidential 
information you include to a minimum.

Recording phone calls
We may monitor or record phone calls with you in case we 
need to check we have carried out your instructions correctly, 
to resolve queries or issues, for regulatory purposes, to help 
improve our quality of service, and to help detect or prevent 
fraud or other crimes. Conversations may also be monitored for 
staff training purposes.
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Using information on social networking sites
As part of our ongoing commitment to understanding our 
customers better, we may research comments and opinions 
made public on social networking sites such as Twitter 
and Facebook.

Obtaining a copy of your information
Under the Data Protection Act you have the right of access to 
your personal data. The Act allows us to charge a fee of £10 for 
this service. If anything is inaccurate or incorrect, please let us 
know and we will correct it. For further details on how to request 
a copy of your information, please contact:

Data Subject Access Request Team, 
Insurance BUCF, 
Group Operations, 
Tredegar Park, 
Newport NP10 8SB.

Using your personal information to contact you 
about products and services
Unless you have asked us not to, we and other Lloyds Banking 
Group companies may contact you by mail, telephone, email or 
text message about products and services available from the 
Group. In addition, we may also contact you about products and 
services from selected companies outside the Group, which we 
believe may be of interest to you or benefit you financially. 

We promise not to contact you about everything – only if 
we think it could be appropriate and relevant to you, such as 
preferential savings opportunities, account upgrades or special 
offers. This contact may continue after your relationship with us 
ends. You may opt out of receiving this information at any time 
by calling us, writing to us or contacting your local branch.

Passing your information to other companies for 
their own direct marketing
Unless you have given us your consent, we will not provide 
information about you to companies outside our Group to use 
for their own marketing purposes.

Viewing notifications
Organisations must lodge a notification with their Regulator 
describing the purposes for which they process personal 
information. 

The details are publicly available from the Regulator’s office 
and you can view ours at 
www.ico.gov.uk/ESDWebPages/search.asp

Changes to Privacy Notice
We keep our Privacy Notice under regular review and we will 
reflect any updates within this notice. This Privacy Notice was 
last updated on 10 December 2014.
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Get in touch

 Õ Call us on 0345 3000 140
Please have your policy or claim number to hand.  
Lines are open Monday to Friday 9am – 6pm.

If you’d like this in another format such 
as large print, Braille or audio please ask 
in branch.
If you have a hearing or speech impairment, you can contact us 
using Text Relay on 0345 3000 140.

If you’re Deaf and use BSL you can use the SignVideo service at 
lloydsbank.com/accessibility/signvideo.asp

Important information
Lloyds Bank Home Insurance is underwritten by Lloyds Bank General 
Insurance Limited, Registered in England and Wales No. 204373, 
Registered Office: 25 Gresham Street, London EC2V 7HN.
Legal Expenses cover is underwritten by DAS Legal Expenses 
Insurance Company Limited, Registered in England and Wales 
No. 103274, Registered Office: DAS House, Quay Side, Temple Back, 
Bristol BS1 6NH.
24 hour Emergency Homeline is provided by Royal & Sun Alliance 
Insurance plc, Registered in England and Wales No. 93792, 
Registered Office: St Mark’s Court, Chart Way, Horsham, 
West Sussex RH12 1XL.

All companies are authorised by the Prudential Regulation Authority 
and regulated by the Financial Conduct Authority and the Prudential 
Regulation Authority.
Your calls may be recorded for accuracy of information.
Information correct as of September 2015.


