PLUMBING
& HEATING

—— SOLUTIONS LTD —

Home Emergency Cover — Levels Essential, Advanced &
Complete

Guarantee Product Information Document (GPID)

This cover is NOT a contract of insurance and is sold and administered by LW
Plumbing & Heating Solutions Ltd, which is registered in the UK. The cover is NOT
underwritten by an insurer.

This policy covers the call-out fees, labor, parts, materials, and VAT for an approved
engineer to address sudden, unexpected issues at your home. If these issues are not resolved

quickly, they could cause damage, make your home insecure or unsafe, or pose a
health/safety risk to you or others.

CALL FOR CLAIMS ON 02037288855

What is Covered?

Essential
Annual Boiler Servicing & Safety Checks

As part of your Annual Basic Service & Safety Checks, we will provide one Gas Boiler
service and safety check per year. To schedule this service, you can book online or call us
directly. While we will make every effort to proactively contact you via email reminders, due
to high demand, we may not always be able to call you directly. It is important that you reach
out to us to book the service to ensure your boiler receives the necessary maintenance.

Helpline — 24/7 UK Helpline

Our helpline provides access to experienced claims engineers who are knowledgeable about
all aspects of the coverage outlined in this document. We will assist you in resolving issues
over the phone whenever possible, as we currently fix over 30% of problems using this
approach.

No Excess Available

We offer the option for no excess on our call-outs, unlike other competitors.


tel:02037288855

Money Back Promise

We are confident you will love our care plans. If for some reason you are unhappy with any
of our plans, we offer a 30-day money-back guarantee (excluding parts).

CO Alarm Check

As part of the service, we will check to see if your CO alarm is operable. If not, we will
supply you with a new one free of charge.

Advanced
You are covered for all Essential benefits plus:
Labor Cover on Boiler Breakdowns

We will send one of our experienced engineers to resolve the issue and cover any labor costs
to fix the problem that has caused the system to become completely unusable.

If spare parts are needed and the engineer cannot reinstate your heating within 60 hours, we
will contribute £40 towards alternative heating costs (you must pay for alternative heaters and
claim for reimbursement).

Plumbing

Repairs to leaks in hot and cold pipework between your internal stopcock taps and
appliances.

Central Heating Control

We cover the cost of faulty thermostats and controls related to your heating system
(excluding smart controls).

Central Heating Check

We check the central heating system for inhibitor concentration and assess levels of corrosion
and sludge buildup.

Complete

You are covered for all Essential and Advanced benefits plus:



Parts Included

The Complete monthly cover policy includes a comprehensive range of services designed to
address common plumbing issues. This policy encompasses repairs and maintenance for
pipes, toilets, and fixtures, as well as emergency services for burst pipes and leaks. Certain
exclusions apply, as detailed in the 'What's Not Covered' section.

Central Heating

The Complete cover policy extends to the entire central heating system, including boilers,
thermostats, and piping for repairs and maintenance. Coverage extends only up to the radiator
valves—issues beyond this point are not included, as outlined in the "What's Not Covered'
section.

Gas Pipes

We will repair potentially dangerous leaks on gas pipes inside your property supplying your
gas appliances.

Internal Drains

The Complete monthly cover policy includes protection for internal drain blockages, ensuring
prompt resolution of any obstructions in your home's drainage system.

No Price Hike Promise

No claims in your first year? We’ve capped the second-year price at 0%. If you’ve made a
claim, your renewal will increase by no more than 5% but will still be lower than national
competitors. We aim to keep renewal prices as low as possible.

Your Renewal Price is Based on Two Factors:

1. Number of Claims — The fewer claims you have, the lower the increase.
2. Inflation — The cost of labor and parts rises with inflation.
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What’s Not Covered?

Main Exclusions

Showers and their parts

Shower pumps

Shower/bath areas not being watertight due to sealant or grout issues
Incoming mains water pipework outside your boundary

Frozen pipes that have not been insulated

Pipes buried in concrete that lack proper insulation/protection
Guttering, rainwater downpipes, rainwater drains, and soakaways
Repairs if your boiler is deemed beyond economical repair
Collapsed drains

Bad smells from drains

Correcting poor workmanship

External gas supply pipes

Claims within the first 14 days of policy start

Items not regularly maintained or serviced

Properties unoccupied for 60+ consecutive days

Unauthorized work

Issues due to sludge buildup

Instant hot water taps/heaters

Waste disposal units and water filters

Are There Any Restrictions on Cover?

Your home must be your permanent residence and owned/occupied by you and your

family with no business use.
The policy only covers emergencies, not routine maintenance.

If you have not chosen a policy with no excess, you will need to pay the first £60 of

each claim.

Boilers between 15-20 years old are only covered under Essential (Bronze) cover and

must have an initial assessment.

Your Obligations

Ensuring You Are Eligible for Cover

Make sure you and your home meet the eligibility criteria. You will receive guidance when

applying for or purchasing this coverage.



Disclosing Important Information

You must provide complete and accurate answers to questions when taking out, modifying,
or renewing your policy.

Preventing an Emergency

e You must take reasonable precautions to prevent an emergency.
e If your policy covers your boiler, it must be serviced regularly.

Making a Claim

o Report any emergency to the claims administrator as soon as possible.

o All assistance requests must go through the claims administrator.

e Major emergencies should be reported to public emergency services or supply
companies.

Payment and Policy Terms

e You can pay monthly via Direct Debit or recurring debit/credit card payments.

e Your policy start date is shown in your Policy Schedule.

e The policy has a 12-month minimum term agreement with automatic renewal. If
canceled within this period, the full 12-month payment remains due.
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