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My policy

Your home insurance contract is made up of this policy booklet
and your policy schedule. Please read and keep them safe.

We recognise that everyone’s home insurance needs are different. That's why we offer two levels of cover for you to choose from.
Lloyds Bank Home Insurance — a tailored, flexible offering, and Lloyds Bank Home Insurance Premier—a more inclusive offering
where additional cover and higher limits are included as standard.

2] v

Home Insurance Home Insurance Premier

= Tailor your home insurance to give you more control over = 5 Star Defagto Rated cover for buildings and contents.
the cover that's right for you. = Giving you additional value for amore inclusive home

= A simple and cost effective way to buy home insurance. insurance deal.

= Unlimited sums insured cover (inner limits apply) to give
you additional peace of mind. ‘Unlimited’ policy limits
means we will pay the full repair or replacement costs.

= Providing higher limits in areas of cover that are important
toyou.

What do | need to do now?
Read this policy booklet which provides all the information about our home insurance cover.

Check your policy schedule to ensure you have the right cover. This will show the level you have chosen and covers selected
along with associated limits, excesses and any special conditions that may also apply.
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My payments and renewals

If you choose to pay annually, by credit or debit card, we'll set
up a Continuous Payment Authority. This means that you
don’t need to contact us at your renewal if you're happy with
your premium and level of cover as shown in your renewal
pack. Your renewal pack will be sent to you a few weeks
before this date and we will continue to take payments from
your preferred payment card so you remain covered.

If you would prefer this not to happen, you can tell us at any
time and cancel the Continuous Payment Authority. Please
remember you will need to contact us at each renewal to
make payment to ensure you remain covered.

If your card has been replaced we will try to obtain new
details from your provider which we will use at renewal or we
will contact you for payment.

How do | change my cover, personal details or cancel
cover?

If you have any questions about your cover, need to change it
inany way or have changed your mind and want to cancel

please call us on 0345 300 5177.

If you move house you don't need to cancel your insurance.
Call us and we'll be happy to update your policy details and
premium to cover your new home. You can also use this
number to let us know if the policyholder has passed away.

Or you can write to us about any changes at:
Lloyds Bank Insurance Services Limited, Home Customer
Services, PO Box 846, 1 Lovell Park Road Leeds LS1 9QL

For full cancellation rights please see the ‘Cancellation’
condition on page 10.

If you have any
questions please
callus on

0345 300 5177.
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Need to claim, get legal advice or help with emergency repairs?
Here are the numbers you'll need.

( General enquiries and claims
o 0051

Use this number to check what you're covered for and whether
you can claim. Please have your policy number to hand. Lines
are open Monday to Friday, 8am—-6pm and Saturday,
9am-1pm.

( 24 hour Emergency Helpline
o 000170

Call this number to arrange for a tradesperson to make any

emergency repairs to:

= your plumbing, drainage or central heating systems;

= your gas or electricity supply systems if they fail; and/or

= damaged roofing, locks, doors or windows to secure your
home.

£ You'llneed to pay for the repairs, but if the damage is covered
by your policy you can claim 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. The service is provided by AWP Assistance UK Ltd
trading as Allianz Global Assistance.

( Legal and Tax Advice line
03453000180
Call this 24 hour number for confidential and impartial advice

on domestic legal issues, consumer rights and personal tax
matters.

It doesn't replace the services of a solicitor but does give you
immediate access to first stage legal advice before
complications set in.

Legal advice is based on the laws of the member countries of
the EU, Isle of Man, Channel Islands, Switzerland and Norway.
Legal advice for the countries outside of England and Wales is
available Monday to Friday, 9am-5pm, excluding public and
bank holidays. If you call outside these times, a message will be
taken and a return call arranged within the operating hours.

This service is provided by DAS Legal Expenses Insurance
Company Limited.

You should also use this number if you need to make a Legal
expenses claim. Find out more about how to claim on page 47.
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. , = We'll let you know if you're covered for - Receipt
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How we'll look after

your claim

Helping you get
back to normal

= Depending on the extent and type
of damage, we can rebuild, repair, or
replace your things, or give you a cash
payment.

= Ifyour claim is complicated, say after
aflood, we can send a Personal Claims
Consultant to visit your home and
help you make a list of the damage.
They'll be there for you with all the
help you need.

= We'll give you advice on the next steps
to take.

= We have trusted suppliers who can
repair or replace your lost or damaged
items, including electrical equipment,
jewellery, bikes and furniture.

= We can also arrange for a trusted
company to make structural repairs
toyour home. And if you can't live
there until it's repaired we'll provide
alternative accommodation for you,
your family and pets.

= We guarantee all claims-related work
done by our approved contractors for a
minimum of 12 months from the date
of completion.

(@

Only one excess to pay

If you've got combined buildings and
contents insurance and, say, your boiler
bursts upstairs and the water damages
the ceiling, sofa and carpet below, you'd
only need to pay the excesses that apply
to either your buildings or contents cover
—whichever is the higher —as a single
event caused the damage.

£

Claiming for Legal expenses?
Call 0800 028 0732

If you have chosen Legal expenses cover
and it is shown inyour policy schedule,
you have cover for up to £50,000 for
agreed costs to pursue a legal claim. So if
you're in dispute with your employer over
awrongful dismissal, have a problem
with faulty goods or services, or even a
bodily injury claim, then help is at hand.
Find out more about Legal expenses
cover on page 46 and how to make a

claim on page 47.
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Looking after my home

Lol

Keep my home in good condition

Insurance doesn’t cover you for the maintenance of your home
or routine decoration. Make sure your home is keptin a good
state of repair or you may find that the damage has been
caused as aresult of wear and tear, and not something your
insurance covers you for.

Some simple things to do:

= Keep your gutters and drains clear of leaves.
= Check your roof for missing or loose tiles.

= Have a flat roof checked regularly for wear.

¢

Got a water leak?

If you have a leak from an appliance or pipe, we don't cover
plumbing costs for repairing the leak itself (unless the pipe is
frozen, or the damage was accidental and you have ‘Buildings
— Accidental damage cover’). But we do cover the repair costs
for any water damage to your home. So, if your washing
machine leaks and your kitchen floor's damaged, we'll pay to
repair or replace the floor. But the cost of fixing the washing
machine isn't covered.

X

When I'm away

If you're going away for more than the unoccupancy period
shown inyour policy schedule, say on holiday or for a hospital
stay, and you or your family won't be living in your home, you
may need to tell us. The unoccupancy period will be either 30
or 60 days depending on the cover you have chosen, please
check and give us a call. We'll tell you what to do to ensure your
home remains protected, including::

= Turning off the water, gas and electric.
= Arranging for the property to be checked regularly.

4

A storm'’s brewing

Your insurance doesn't cover storm damage to fences, hedges,
gates or any contents left in the garden. We consider a storm
to be violent weather such as strong winds of 55mph or more,
torrential rain, heavy snow or hail that causes damage to hard
surfaces or breaks glass. We'll take into account the condition
of your home as a well-maintained building should withstand
all but the most severe weather events. So if you know bad
weather’s on the way make sure you secure any contents or
move them into a garage or outbuilding.
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Keep my bike safe

If you have chosen ‘Pedal cycle cover’, your bike will be covered
both in and away from your home.

Whenit's outside your home and left unattended in a public
place or communal area, you'll need to lock it securely to a
permanently fixed structure, like a lamp post or railings, to
ensure it's covered for theft.

@)

Protecting the things | love

Your policy includes cover for your high risk items in your home.
These tend to be easy to steal or damage, are usually
expensive to replace, and include computers, televisions,
jewellery, watches, clocks and works of art.

You need to be sure that you have enough cover for all your
high risk items should you have to make a claim, so check the
limits in your policy schedule and give us a call if you need to
make a change.

) 2

Moving home in the UK

We'll cover your contents in transit as part of your ‘Contents

— Private residence cover’, as long as you use a professional
removal firm. There's also no need to cancel your insurance. Calll
us and we'll be happy to discuss your policy details to cover your
new home.

Guests, lodgers, sales and repair people.
Am | covered?

Your insurance doesn't cover theft by a guest in your home.
So even though you know friends and relatives well we still
recommend you keep your valuables in a safe place and out
of sight. But you are covered for theft by trade, sales and
repair people.

Taking in a lodger? If you decide to share your home with
someone other than your family you need to let us know so we
can tell you what to do to ensure your home remains
protected.

WANT SOME ADVICE?

If you'd like to talk to
us or perhaps change
your cover, please call

0345 300 5177.
We'll be happy to help.
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Terms and conditions

Specific terms and conditions for your
cover in simple, easy to follow sections

Full details of your cover

Your policy

Your home insurance contract is made up of this policy
booklet and your policy schedule. You will find full details of
what we cover —and what we don't —in the pages that follow.

Your excess

Details of excess amounts that apply to your policy can be
found in your policy schedule. If you make a claim under
more than one cover for the same event (for instance, for a
flood that damages both your buildings and contents) we
will only charge one excess, which will be the highest excess
amount.

Fees and charges

Details of any fees and charges that may apply to your policy
are shown in your policy schedule. For details of when the
cancellation fee will be applied please see the ‘Cancellation’
condition on page 10 and the ‘Monthly payments’ condition

onpage 12.

The law applicable to 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.

This insurance policy will cover loss or damage arising during
the insurance period due to an insured cause that occurs
during the insurance period.

We relied on the answers you gave to the questions that you
were asked when you took out the policy. You must tell us if
any of your answers change during the insurance period. If
you don't tell us about any 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.

Please refer to ‘Changes you must tell us about’ section on
page 10 for full details.

Important information

Make sure that you read the following sections
as they apply to your whole policy:

‘General conditions’ on page 10

‘Claims conditions’ on page 41

‘General exclusions’ on page 44

‘Words and phrases with special meanings’ on page 57

Whenever words and phrases appear in the policy booklet
in bold print they have the meaning found in this section.
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General conditions

These conditions apply to all sections of this policy

Cancellation

Changes you must tell us about

You can cancel your policy by calling us or writing to us.

If you cancel within the first 14 days your premium will be
refunded in full, unless you have made a claim. If you have
made a claim, your premium will be refunded after the
deduction of an amount to reflect the period of cover you have
received. This 14 day period starts on the day you receive your
policy documents or the day your policy starts, whichever is
the later.

You can cancel at any other time and will be charged a
cancellation fee by Lloyds Bank Insurance Services Limited (the
administrator of your policy), the amount of which is shown in
your policy schedule. Any premium you have paid for the rest
of the insurance period will be refunded, after deduction of the
cancellation fee, provided the refund amount is more than £1.

We can cancel your policy by giving you 14 days’ written notice
atyour last known address if:

= There is any change in risk occurring which increases the
risk under your policy and which we are unable to insure;

= You breach any terms or conditions of your policy; or
= There is any event or circumstance outside our control that

increases the risk under your policy that we could not have
reasonably foreseen.

If we cancel your policy we will refund any premium you have
paid for the rest of the insurance period unless there is
evidence of fraud. See the ‘Fraud’ condition on page 12.

You must tell us if any of the answers you gave to the questions
you were asked when you took out your policy change during
the insurance period. Specifically, you must tell us before it
happens if:

= You are going to change address;

= There is to be a change to the number of bedrooms in your
home;

= Your home is to become unoccupied for more than the
unoccupancy period of 30 or 60 days in a row as chosen by
you and shown inyour policy schedule;

= Someone other than you and your family is going to live in
your home;

= Your home is to be used only as a weekend or holiday home;

= The structure of your home requires any renovation or repair
which is not routine maintenance or decoration;

= Part of your home is to be used for any business purpose by
you or anyone living with you.

You must also tell us as soon as possible if:

= You or anyone living with you is convicted of a criminal offence
(other than for motoring offences) during the insurance
period;

= Anyone who moves into your home during the insurance
period has any criminal convictions (other than for motoring
offences);

continued over >
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= Your home is not in a good state of repair;

= Any alterations are to be made or extensions are to be
added to your home.

Because we can change your terms or cover to reflect a
change from when it happens, it is very important that you
tell us about a change before it happens or as soon as you
know about it. Once you have told us about a change, we will
let you know whether we can continue your cover and, if we
can, the terms on which it will continue.

If any of these changes happen during the insurance period,
we can do one or more of the following to take account of the
change:

= Treat your policy as ended from the date of the change
meaning that you will not be covered after that date;

= Apply different terms to your policy from the date of the
change to take the change into account, for example
we may exclude certain cover from the date the change
happened;

= Refuse a claim made after the change or reduce the claim
payment;

® |ncrease or decrease your premium to reflect the change.

Renewal

We will write to you at the end of every insurance period.

You must regularly check your policy details to ensure that
your policy still meets your needs.

As part of our commitment to you, we review our home
insurance products on a regular basis so we can continue to
deliver value for money and ensure the best quality. This may
from time to time involve changing one of the insurers or the
terms and conditions of your cover on renewal. You agree that
we may change an insurer on renewal without seeking your
permission to do so.

If we offer to renew your policy automatically, you give us
permission to do so on the basis of the renewal premium and
policy conditions, details of which we will send you before
the renewal date. If you do not wish us to do this, you can call
us to let us know before the renewal date.

We may review your past claims history before offering to
renew your policy. Following this review, if we offer to renew
your policy, we may offer you a different type or level of cover
atrenewal. If we do not wish to offer to renew your policy we
will confirm this to you.

continued over >
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Precautions

Fraud

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

Monthly payments

If you pay your annual premium by monthly Direct Debit from
your bank account and we do not receive your monthly
payments when due, your policy may be cancelled. We will
first write to you requesting payment and if this is not
received, we will send you a default notice. If the amount due
remains unpaid, we will suspend the credit facility under your
credit agreement and the outstanding amount of your
annual premium will become payable. If this is not paid, your
policy will be cancelled from the date it is paid up to and a
cancellation fee will be charged.

Please refer to the ‘Cancellation’ condition on page 10 for
further details about cancellation.

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.
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Buildings insurance

Private residence cover

ﬁ This section applies if you have ‘Buildings — Private residence cover’ —this is shown in your policy schedule. It covers the
buildings of your private residence and also provides some cover for your home (which is both your private residence

and your outbuildings).

Please refer to ‘Outbuildings cover’ on page 18 for further information.

What we cover V4

Loss of or damage to the buildings of your private
residence by the following causes:

What we don’t cover X

1. Fire or smoke.

= Damage caused by cigarette or cigar burns, scorching,
melting or warping which is not accompanied by flames.

2. Explosion, lightning or earthquake.

3. Riots, civilcommotion, labour and political disturbances
or strikes.

4. Malicious damage or vandalism.

= Damage occurring while your home is unoccupied.

Impact by any vehicle, train, animal, aircraft or other aerial
device, or anything dropped from them, a falling tree or
branch, lamp post, telegraph pole or pylon.

= The cost of removing any tree, branch, lamp post,
telegraph pole or pylon which has not caused damage to
your private residence.

6. Flood.

7. Storm.

= Hedges, fences and gates.

8. Subsidence, heave or landslip.

Damage:

= To garden walls, gates, fences, hedges, paths, driveways,
balconies, decking, gardens, ponds, trees, patios, tennis
courts, wind turbines, fixed solar panels, permanent
swimming pools, saunas and hot tubs, domestic oiland
gas fuel tanks, septic tanks or cesspits unless the main
building of your private residence is damaged at the same
time and by the same cause;

continued over >
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What we cover v

What we don't cover X

= To, or resulting from, the movement of solid floors unless
the foundations beneath the external walls of your private
residence are damaged at the same time and by the same
cause;

= That s covered under an NHBC warranty or other similar
guarantee;

= Resulting from the bedding down of new buildings or
settlement, shrinkage or expansion of the buildings of
your private residence;

= Caused by demoalition, structural alteration, structural repair or
excavation by you or someone appointed by you.

9. Escape of water from any domestic appliance or any
fixed domestic water installation.

For example a washing machine, dishwasher, freezer,
heating system or water main.

= Damage occurring while your home is unoccupied.

= Damage caused by the escape of water from guttering,
rainwater downpipes, roof valleys and gullies.

= Escape of water causing, or caused by, subsidence, heave
or landslip.*

*This will be considered as subsidence, heave or landslip
damage.

10. Freezing of water in fixed domestic water or heating
systems.

= Damage occurring while your home is unoccupied.

11. Escape of oil from any fixed domestic oil installation.

For example oil heating systems and oil tanks.

= Damage occurring while your home is unoccupied.

12. Theft or attempted theft.

= Damage occurring when your home is unoccupied.

13. Accidental damage to services.

= The cost of clearing a blockage which has not caused
physical damage to the pipe, drain or tank.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover v

14.

Trace and access.

If your buildings 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;

— Escape of oil from any fixed domestic oil installation;

- Accidental damage to services;

we will pay the reasonable cost of removing and

replacing any other part of your 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.

What we don't cover X

= Damage occurring when your home is unoccupied.

15.

Clearing drain blockages.

If there is a blockage in an underground pipe
connecting your home to the main sewer and normal
methods of releasing the blockage to restore service
are unsuccessful, we will pay the cost of breaking into
and repairing the pipe.

16.

Alternative accommodation.

If your private residence is made uninhabitable by any

cause under ‘What we cover’ for ‘Buildings — Private

residence cover’, we will pay for:

= Up to 2 years’ ground rent which you or your family
have to pay;

= Rentyou should have received but have lost;

= The cost of similar alternative accommodation for you,
your family and your domestic pets while you cannot
live in your private residence.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover v

17. Cover during sale.
If you are selling your home and the buyer has not
taken out buildings insurance between exchange of
contracts and completion, we will also cover the buyer
up to the date of completion.

What we don't cover X

18. Emergency access.
We will pay for loss of or damage to your buildings if
they are damaged by forced entry by the fire, police or
ambulance services to deal with a medical emergency
or when preventing damage to property.

19. Replacement locks and keys.
If you lose your keys to outside doors, fixed safes or
alarms in your private residence, or they are stolen, we
will pay the cost of:
= Replacing keys;
= Changing parts of the lock;
= Replacing the locks.

If you require cover for accidental damage for your locks
and keys, you will need ‘Buildings — Accidental damage
cover’ on page 21.

If you require cover for replacement locks and keys to
outbuildings, you will need ‘Outbuildings cover’ on page 18.

= Replacement of locks and keys if insured elsewhere
whether by this policy or any other policy.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

Property owner’s liability cover

E This section applies if you have ‘Buildings — Private residence cover’ —this is shown in your policy schedule.

‘Property owner’s liability coveris provided in relation to any breach of the legal responsibility you may have as the owner of

your buildings.

If you are both the owner and occupier of your home please note:

= Accidents which happen in buildings or on land are more commonly the legal responsibility of the occupier of the buildings or

land, rather than the owner.

= Contents insurance provides cover for your legal responsibilities as the occupier.

What we cover v

20. You (or your personal representatives in the event

of your death) and any member of your family are

insured against any legal liability for damages as owner

or landlord (but not as occupier) in respect of:

= Accidental bodily injury (including death, disease or
illness) to anyone not in your family or domestic staff;

= Accidental loss or damage to physical property (other
than property you or any member of your family
own or are looking after). This includes liability arising
under Section 3 of the Defective Premises Act 1972 or
Section 5 of the Defective Premises (Northern Ireland
Order 1975) for faulty work carried out by you or for
you on any home you previously owned in the United
Kingdom.

The most we will pay for claims resulting from one accident
or a series of accidents resulting from any one cause is the
amount shown in your policy schedule. This includes any
claimants’ costs and expenses. In addition, we will pay any
defence costs and expenses which are incurred with our
written consent.

What we don't cover X

Liability resulting from:

= Any employment, trade, profession or business involving
you or any member of your family;

= An agreement made unless you would have been liable
even if you, your family or domestic staff had not made
the agreement.

Your legal responsibility for faulty work:

= Which arises more than seven years after the
cancellation of the ‘Buildings — Private residence cover’
section or ‘Outbuildings cover’ section of this policy;

= |f you have cover under a current or more recent policy;

= Any legal liability covered by any other insurance policy.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions

General conditions
Replacement of sets cover

Buildings insurance

5 This section applies if you have ‘Replacement of sets cover’ for your buildings — this is shown in your

policy schedule.
— Property owner’s liability cover

What we cover v What we don’t cover X
—Replacement of sets cover

— Private residence cover
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_ Outbuildings cover If you have made a successful buildings claim for an = ‘What we don't cover’ in the section(s) of cover under —
& item, or part of an item, which forms part of a set or any which you have claimed.
—Accidental damage cover other article of a uniform nature, colour or design, we will &
: ay for the cost of replacing or changing any associated S
Contents insurance pay . P & . ging any 2
undamaged item, or part of an item, when a replacement £
— Privateresidence cover of or reasonable match for the lost or damaged item £
—Occupier's and public liability cover cannot be obtained. £
_Replacement of sets cover On settlement of your claim, |f we ask, you.must g|ve' us
any damaged or undamaged items for which the claim has
—Contents in outbuildings been accepted E—
andin the open cover :
—Accidental damage cover T n
‘ Outbuildings cover 3
—Personal belongings away g
from the home cover 5 This section applies if you have ‘Outbuildings cover’ —this is shown in your policy schedule. 3
©
i i oo
~Specified items cover What we cover v What we don't cover X 9
—Pedal cycle cover Loss of or damage to your outbuildings by the following

—Students' contents away causes:
from home cover

1 Fire orsmoke. = Damage caused by cigarette or cigar burns, scorching,

Claims conditions melting or warping which is not accompanied by flames.

General exclusions 2. Explosion, lightning or earthquake.

3. Riots, civil commotion, labour and political disturbances

Legal expenses '
or strikes.

How to make a complaint - . : : : :
4. Malicious damage or vandalism. ® Damage occurring while your home is unoccupied.

Words and phrases
with special meanings

Getting in touch continuedover> 18




My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover

5. Impact by any vehicle, train, animal, aircraft or other
aerial device, or anything dropped from them, a falling
tree or branch, lamp post, telegraph pole or pylon.

What we don't cover X

= The cost of removing any tree, branch, lamp post,
telegraph pole or pylon which has not caused damage to
your outbuildings.

6. Flood.

7. Storm.

= Hedges, fences and gates.

8. Subsidence, heave or landslip.

Damage:

= To, or resulting from, the movement of solid floors unless
the foundations beneath the external walls of your
outbuildings are damaged at the same time and by the
same cause;

= That is covered under an NHBC warranty or other similar
guarantee;

= Resulting from the bedding down of new buildings or
settlement, shrinkage or expansion of your outbuildings;

= Caused by demolition, structural alteration, structural
repair or excavation by you or someone appointed by you.

9. Escape of water from any domestic appliance or any
fixed domestic water installation.

For example a washing machine, dishwasher, freezer,
heating system or water main.

= Damage occurring while your home is unoccupied.

= Damage caused by the escape of water from guttering,
rainwater downpipes, roof valleys and gullies.

= Escape of water causing, or caused by, subsidence, heave
or landslip.*

*This will be considered as subsidence, heave or landslip
damage.

10. Freezing of water in fixed domestic water or heating
systems.

= Damage occurring while your home is unoccupied.

11. Escape of oil from any fixed domestic oil installation.

For example oil heating systems and oil tanks.

= Damage occurring while your home is unoccupied.
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My policy
Useful numbers
How do | make a claim?

Looking after my home

Terms and conditions

Q
General conditions =
— What we cover
Buildings insurance 12. Theft or attempted theft. = Damage occurring while your home is unoccupied. bﬁo
. . [=]
- Private residence cover 13. Accidental damage to services. = The cost of clearing a blockage which has not caused A
—Property owner’s liability cover physical damage to the pipe, drain or tank. @
—Replacement of sets cover 14. Trace and access. = Damage occurring while your home is unoccupied.
—Outbuildings cover If your outbuildings are damaged due to:
— Accidental damage cover — Escape of water from any domestic appliance or any g
fixed domestic water installation, or freezing of water g
Contents insurance in fixed domestic water or heating systems; z
— Private residence cover — Escape of oil from any fixed domestic oil installation; 2
—Occupier's and public liability cover — Accidental damage to services; ‘%
we will pay the reasonable cost of removing and ~
—Replacement of sets cover . o
replacing any other part of your buildings necessary to L
—Contentsinoutbuildings find the source of the leak and making good. This 7
andin the open cover includes the reinstatement of any drive, fence or path
— Accidental damage cover removed or damaged during the search. o
—Personal belongings away 15. Clearing drain blockages. g
from the home cover If there is a blockage in an underground pipe connecting :;f
—Specified items cover your home to the main sewer and normal methods §°
_Pedal cycle cover of releasing the blockage to restore service are
unsuccessful, we will pay the cost of breaking into and

—Students’ contents away

repairing the pipe.
from home cover

16. Emergency access.

Claims conditions We will pay for loss of or damage to your buildings if
General exclusions they are damaged by forced entry by the fire, police or
ambulance services to deal with a medical emergency

Legal expenses .
or when preventing damage to property.

How to make a complaint

Words and phrases
with special meanings

Getting in touch continuedover> 20




My policy
Useful numbers
How do | make a claim?

Looking after my home

Terms and conditions

(<]
General conditions =
What we cover 4 What we don'’t cover X 2
D a
Buildings insurance 17. Replacement locks and keys. = Replacement of locks and keys if insured elsewhere )
— Private residence cover If you lose your keys to outside doors, fixed safes or whether by this policy or any other policy. .g
— Property owner’s liability cover alarms in outbuildings, or they are stolen, we will pay 2
the cost of:
—Replacement of sets cover .
N = Replacing keys; —
~Outbuldings cover = Changing parts of the lock;
— Accidental damage cover = Replacing the locks ]
* c
©
Contents insurance If you require cover for accidental damage for your locks 2
_ Private residence cover and keys, you will need ‘Buildings — Accidental damage £
cover', 2
—Occupier's and public liability cover 5
()
—Replacement of sets cover )
—Contents in outbuildings Accidental damage cover —
andinthe open cover = This section applies if you have ‘Buildings — Accidental damage cover ‘ —this is shown in your policy schedule.
—Accidental damage cover : b4
What we cover v What we don’t cover X o
—Personal belongings away . o . ] ] ] . g
T — Accidental damage to the buildings of your private = Damage occurring while your home is unoccupied. X
e residence. = Damage occurring while your home or any part of itis lent, A
—Specified items cover . b
You also have accidental damage cover for your let or sublet. ~
— Pedal cycle cover outbuildings if you have ‘Outbuildings cover’ and this is = Movement, settlement or shrinkage in any part of your
—Students’ contents away shown in your policy schedule. buildings. L

from home cover . . .
Examples of accidental damage include smashing a

Claims conditions window, cracking a bathroom sink and putting your foot

: through the ceiling whilst in the loft.
General exclusions

Legal expenses
How to make a complaint

Words and phrases
with special meanings
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

Contents insurance

Private residence cover

5 This section applies if you have ‘Contents — Private residence cover’ — this is shown in your policy schedule. It covers the
contents of your private residence and also provides some cover for the contents of your home (which is both your

private residence and your outbuildings).

Please refer to ‘Contents in outbuildings and in the open cover’ on page 31 for more information.

What we cover v

Loss of or damage to the contents of your private
residence by the following causes:

If you require cover for pedal cycles whilst they are within or
away from your home, you will need ‘Pedal cycle cover’ on

page 40.

What we don't cover X

= Road vehicles or any other mechanically propelled or
assisted vehicles and toys (including mobility scooters) or
any parts or accessories for any of them.

= Aircraft, caravans, trailers, boats, windsurfers, other
watercraft (but not surfboards) and all their accessories or
associated equipment.

= Pedal cycles and their accessories.

= Animals.

= Contents in outbuildings and in the open within the
boundaries of your home.

= Growing trees, shrubs or plants.

= Any articles used or held for business or professional
purposes other than as described in point 26 ‘Clerical
office equipment’.

= Any property that is more specifically insured either by this
policy or any other policy.

1. Fire or smoke.

® Damage caused by cigarette or cigar burns, scorching,
melting or warping which is not accompanied by flames.

2. Explosion, lightning or earthquake.

3. Riots, civil commotion, labour and political disturbances
or strikes.

4, Malicious damage or vandalism.

= Damage occurring while your home is unoccupied.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover v

5. Impact by any vehicle, train, animal, aircraft or other aerial
device, or anything dropped from them, a falling tree or
branch, lamp post, telegraph pole or pylon.

What we don't cover X

= The cost of removing any tree, branch, lamp post,
telegraph pole or pylon.

6. Flood.

7. Storm.

8. Subsidence, heave or landslip.

Loss or damage:

= Resulting from the movement of solid floors unless
the foundations underneath the external walls of your
private residence are damaged at the same time by the
same cause;

= Resulting from the bedding down of new buildings or
settlement, shrinkage or expansion of the buildings;

= Caused by demolition, structural alteration, structural
repair or excavation performed by you or someone
appointed by you.

9. Escape of water from any domestic appliance or any
fixed domestic water installation.

For example a washing machine, dishwasher, freezer or
heating system.

= Damage occurring while your home is unoccupied.
= Damage caused by the escape of water from guttering,
rainwater downpipes, roof valleys and gullies.

10. Escape of oil from any fixed domestic oil installation.

For example oil heating systems and oil tanks.

= Damage occurring while your home is unoccupied.
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My policy
Useful numbers
How do | make a claim?

Looking after my home

Terms and conditions
General conditions

Buildings insurance 11. Theft or attempted theft. = Theft notinvolving forcible and violent entry to, or exit
— Private residence cover from, your private residence, if you have lent, let or sublet
—Property owner’s liability cover any part of your private residence or whilst persons other
than your family are staying there.
= | 0ss or damage occurring while your home is unoccupied. —

Buildings insurance

—Replacement of sets cover

—Outbuildings cover = | 0ss by deception unless the only deception is gaining
— Accidental damage cover entry to your private residence. ]
= | 0ss or damage by any guest invited into your private &
Contents insurance residence by you or your family. 2
. . w
— Private residence cover 12. Replacement locks and keys. ‘qé;
—Occupier's and public liability cover If you lose your keys to outside doors, fixed safes or §
. . . (9]
_Replacement of sets cover algrms in your private residence, or they are stolen, we
_ . will pay the cost of:
—Contents in outbuildings . S
. ® Replacing keys;
andin the open cover .
. = Changing parts of the lock;
= . 0
Accidental damage cover = Replacing the locks. g
—Personal belongings away ' . g
from the home cover If you require cover for accidental dam.age for your locks x
e and keys, you will need ‘Contents — Accidental damage A
—Specified items cover cover' on page 37, a
—Pedal cycle cover . T
d If you require cover for locks and keys to outbuildings you
—Students’ contents away will need ‘Contents in outbuildings and in the open cover’ on —
from home cover page 31.
Claims conditions 13. Deeds and documents. = L oss or damage to money.

General exclusions We will pay for the cost of replacing deeds, bonds or
certificates, or similar private documents, which are
evidence of ownership or of a sum of money owed to
How to make a complaint you or your family, if they are lost or damaged by any
Words and phrases cause under ‘What we cover’ of your ‘Contents — Private
with special meanings residence cover'.

Getting in touch continuedover> 24
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

14. Loss of water, domestic heating oil and gas.
— Private residence cover We will pay for the accidental loss at your private
— Property owner’s liability cover residence of metered water from any fixed water
installation, oil from any fixed domestic oil installation
or liquid petroleum gas. —

15. Downloaded data.

We will pay to replace any non-recoverable electronic
Contents insurance data legally downloaded by you or your family from a
legitimate worldwide website, which you or your family
have purchased and hold a receipt. The receipt may be
—Occupier's and public liability cover in an electronic format.

—Replacement of sets cover 16. Alternative accommodation.

— Contentsin outbuildings If your private residence is made uninhabitable by any
and in the open cover cause under ‘What we cover’ of your ‘Contents — Private

residence cover’, we will pay for:

= Rent you are responsible for paying; and

= The costs of similar alternative accommodation for
you, your family and your domestic pets while you
cannot live in your private residence.

Buildings insurance

Buildings insurance

—Replacement of sets cover

—Outbuildings cover

— Accidental damage cover

— Private residence cover

o
(%]
c
©
S
>
w

=
(]

Rt
[=
7]

S
c
o

O

—Accidental damage cover

—Personal belongings away
from the home cover

Legal expenses

—Specified items cover

—Pedal cycle cover

—Students’ contents away L
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover v

17. Tenant’simprovements.
We will pay for loss of or damage to fixed items of
decoration and home improvements you make as a
tenant, if caused by an event covered under points
1-11 of ‘What we cover’ of your Contents covers, and
accidental damage if you have ‘Contents — Accidental

damage cover’.

By ‘tenant’s improvements’ we mean those improvements
to your home you have provided and which are not

the responsibility of your landlord — for example, shed,
greenhouse, fitted kitchen, bathroom suite, laminate
flooring.

What we don't cover X

= Landlord’s fixtures and fittings.

18. Special occasion cover.

We willincrease your ‘Contents — Private residence
cover”:

= During the month of your religious festival to cover gifts

and extra food and drink you and your family buy for
the religious festival;

= One month before and one month after your wedding

day or civil partnership ceremony or of that of any
member of your family, to cover gifts and extra items
bought for the event.

Please see your policy schedule for details of this cover.

19. Emergency access.
We will pay for loss of or damage to the contents of your

home and any growing tree, shrub or plant at your home

if they are damaged by forced entry by the fire, police or
ambulance services to deal with a medical emergency or
when preventing damage to property.

continued over >
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover v

20. Contents cover when you are moving home.

We will cover loss of or damage to contents when you

move home under contents covers points 1-13 and 15

of ‘What we cover’ of your ‘Contents — Private residence

cover’ and accidental damage if you have ‘Contents —

Accidental damage cover':

® |f caused during household removal by a professional
removal contractor moving them from your home to
another permanent home in the British Isles;

= While they are being held in temporary storage by the
removal firm for up to 72 hours.

What we don't cover X

21, Contents when temporarily removed from your home.
We will pay for loss of or damage to contents when
temporarily removed from your home to anywhere
in the British Isles for a period not exceeding three
calendar months if caused by an event covered under
points 1-13 and 15 of ‘What we cover’ of your ‘Contents
— Private residence cover’.

Examples of what we mean by ‘temporarily removed’: you
are working away and staying in a hotel, or items are stolen
while you are at your workplace, or your children’s items are
stolen from school.

= Contents removed for sale or exhibition or to furniture
depositories.
= Loss or damage caused by storm or flood to property not
in a building.
= | 0ss or damage to student belongings.
= | 0ss 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 or
violence are used to gain entry or exit;
— Any bank or safe deposit or while you, your family or
domestic staff, are taking them to or from the bank or
safe deposit.

22. Money.
We will pay for theft or accidental loss of money
belonging to you or your family, or for which you
or your family are responsible, from your private
residence.

= Money held for trade, professional or business purposes.
= Theft or accidental loss by deception unless the only
deception is gaining access to your private residence.
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My policy

Useful numbers

How do | make a claim?
Looking after my home
Terms and conditions
General conditions

Buildings insurance
— Private residence cover
—Property owner’s liability cover
—Replacement of sets cover
—Outbuildings cover

— Accidental damage cover

Contents insurance
— Private residence cover
—Occupier's and public liability cover
—Replacement of sets cover

—Contents in outbuildings
andin the open cover

—Accidental damage cover

—Personal belongings away
from the home cover

—Specified items cover
—Pedal cycle cover
—Students’ contents away
from home cover
Claims conditions
General exclusions
Legal expenses
How to make a complaint

Words and phrases
with special meanings

Getting in touch

What we cover

23. Cash/credit/debit cards.
We will pay for financial loss for which you or your
family are legally responsible caused by the fraudulent
use of cash/credit/debit cards belonging to you or your
family.
Cards are covered in your private residence.

What we don't cover X

= | 0ss caused by the fraudulent use of cash/credit/debit
cards by you or your family.

= Loss caused by you or your family not complying with the
terms and conditions of the card issuer.

= Cash/credit/debit cards held for trade, professional or
business purposes.

24, Freezer contents.
We will pay the cost of replacing frozen food, if an
accidental change in temperature or accidental
leakage of refrigerant causes damage to frozen food in
a freezer in your private residence.

= | 0ss or damage caused by the deliberate act of any
electricity or gas supply authority or business.

25. Visitors' belongings.
Loss of or damage to visitors' personal belongings
at your private residence by any cause listed under
points 1-11, 13 and 15 of ‘What we cover’ of your
‘Contents — Private residence cover’, and accidental
damage if you have ‘Contents — Accidental damage
cover.

= Points 1-11, 13 and 15 under ‘What we do