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Home Emergency Cover 
 

POLICY WORDING  
 
 

This is not a contract of Insurance. It is a Guarantee. Please contact your Administrator if 
you require a quote for an insured version of this product. 

 
 

CALL FOR CLAIMS ON 02037288855 
 
 

 
You will have chosen one of three cover levels. 

 
Essential – Boiler servicing & health checks  
Premium- boiler servicing and plumbing  
Advanced – Boiler and central heating cover  
Complete – Boiler, central heating, drains, and plumbing  
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If at the initial inspection it is determined that we cannot provide cover, we will advise a 
repair to the boiler and the cost of that repair. If the customer decides not to proceed 
with one of our options, the customer will be liable for the cost of the service of £120. 
 
When you purchased your policy, you selected one of the available Cover Levels. Your 
Schedule will confirm which specific level you chose. The GPID (General Policy Information 
Document) outlines the components covered under each level. To ensure you have the 
right coverage for your needs, you should review your GPID and Schedule. These 
documents were emailed to you, and we retain copies that we can resend electronically at 
your request, free of charge. 
 
 
These terms and conditions, explain each component in detail. You must make sure you 
understand which one is yours. You can upgrade or downgrade your plan by contacting us 
at any time. 
 
The "Important Information" section of this Policy Document contains critical details you 
should review, including: 
 

• Items you need to check and actions you must take 
• The initial exclusion period when no coverage is provided 
• Information about policy excesses 
• The administrator's right to modify your coverage or premium 
• Your duty to take reasonable precautions to prevent an emergency 

 
 
Please have the following information ready to provide to the claims administrator: 

• Your policy number (this can be found on your Policy Schedule); and  
• Information on the emergency. 

 
 
 
It is important that:  
 

• You check your Policy Schedule to ensure the details are correct and that the cover 
is as you requested. 

•  You check that you are eligible for this cover (see “Eligibility” below).  
• You check the information you have given us is accurate (see “Disclosure of 

Important Information” below).  
• You notify the administrator as soon as possible of any inaccuracies on your Policy 

Schedule, or if you are not eligible for the cover; and  
• You comply with any duties detailed under each section of the Policy Document and 

under the cover as a whole. 
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Conditions  
 
This policy document outlines general conditions that apply to the entire coverage, detailed 
in the "General Conditions" section. It also specifies conditions for making a claim, which 
are outlined in the "Making a Claim" section. You must meet all stated conditions in these 
sections. Failure to do so may result in a claim being rejected or reduced. Your policy may 
also be cancelled in certain circumstances. 
 
 
Policy Excesses  
 
When you applied for this cover, you chose whether your policy would have an excess 
applicable to all claims made. If you chose to take out a policy with a policy excess, you will 
have to pay the excess each time you make a claim, and your Policy Schedule will show the 
excess you selected.  
 
You will need to pay the excess before the claims administrator will dispatch an engineer to 
assist with an emergency. Please note that your excess will not be refunded to you if a 
callout is cancelled by you and an engineer has already been dispatched. 
 
Eligibility 
 
When you applied for this cover, you were asked to confirm that you and your home were 
eligible for cover. The eligibility requirements are as follows:  
 
You must be:   
 

1. Aged 18 or over at the time of purchasing this cover; and  
2. A permanent resident in the United Kingdom.  

 
Your home must be:  
 

1. Located within the United Kingdom; and  
2. Your main permanent place of residence and owned and occupied by you and 

your family as a private residence with no business use.  
3. Flats or apartments rented and let properties, mobile homes and bed-sits are 

eligible for cover.  
Your Policy Schedule lists the only eligible home address for coverage. We will not provide 
any coverage if you, your home, or your domestic boiler (if you selected Boiler & Central 
Heating Cover) fail to meet the eligibility requirements at the policy start date. Please 
contact the administrator immediately if you are ineligible, your circumstances change so 
you no longer meet the requirements, or if you have any other questions. 
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Disclosure of Important Information  
 
When deciding to provide coverage and setting the terms and premium, we relied on the 
information you provided through the administrator. You must take reasonable care to give 
us complete and accurate answers when applying for, modifying, or renewing your policy. 
If the information you provide is incomplete or inaccurate: 
 

• We may cancel your policy and refuse to pay any claim, or  
• We may not pay any claim in full, or  
• We may revise the premium, or  
• The extent of the cover may be a_ected.  

 
 
If you become aware that any information you have given is incomplete or inaccurate, 
please contact the administrator as soon as possible. Your Duty to Try To Prevent an 
Emergency 
 
As a homeowner, you have a duty to take reasonable steps to prevent emergencies. This 
includes regularly maintaining your home and ensuring all systems are in good working 
order. 
 
If you have domestic boiler coverage, you must adhere to the policy requirements to make 
a valid claim. Specifically, your boiler must: 
 

1. Passed the Initial assessment  
2. Be under the age of 20 years old (if not only Essential cover can be taken out) 

 
By proactively maintaining your home, you can help avoid costly and disruptive 
emergencies down the line. 
 
 
Annual Basic Service & Safety Checks  
 
Each year you may receive one Gas Boiler service and safety check. You will need to book 
this service online or by calling us. If you do not contact us, we will endeavor to call and 
remind you of the need to have this done (you will get an email reminder) , but due to high 
demand it is possible that we will not be able to do this.  
 
Our Right to Change the Cover or Price of Your Cover  
 
If we change the terms of cover or price of your policy, it will only be done at your next 
annual renewal date where all changes will be communicated to you in writing. 
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Definitions  
 
The words or expressions detailed below have the following meaning whenever they appear 
in this policy in bold.  
 
Administrator: LW Plumbing & Heating Solutions  
 
Beyond Economic Repair: In the opinion of an engineer the cost of repair is more than the 
cost of replacement.  
 
Call Out: A request for assistance with an emergency from you. 
 
Claim Limit: The maximum amount payable by us for each claim within the period of cover 
stated on your Policy Schedule including call out charges, labor, parts, materials and, 
where applicable, the cost (including VAT) of alternative accommodation. You can make a 
maximum of 6 claims during any one period of cover 
 
Domestic Boiler: The central heating boiler contained within and supplying your home that 
is powered by natural gas from the appliance isolating valve, including all manufacturer’s 
fitted components within the boiler together with the pump, motorized valves, thermostat, 
time, temperature and pressure controls. We will not cover any boiler that has an output 
more than 40kW/hr.  
 
Domestic Central Heating System: The domestic boiler and the central heating system 
within your home that is powered by natural gas from the appliance isolating valve, 
including all manufacturer’s fitted components within the domestic boiler together with the 
pump, motorized valves, cylinder thermostat, time temperature and pressure controls, 
radiator valves, pipe work, feed and expansion tank and primary fluing.  
 
Emergency: A sudden and unexpected event at your home which is set out in any of the 
Cover Sections A-H listed under “Policy Cover” in this Policy Document, and which if not 
dealt with quickly would in the opinion of the claims administrator:  

• Render the home unsafe or insecure; or  
• Damage or cause further damage to the home; or  
• Cause a health and/or safety risk to you and/or to others.  

 
Engineer: A qualified person approved and instructed by the claims administrator to assist 
with your emergency.  
 
Excess: The first amount of each claim, payable by you to the claims administrator before 
the engineer will attend to assist with an emergency. This payment will be taken by the 
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claims administrator before assistance is provided. Payment can be made by credit or 
debit card.  
 
GPID - General Product Information Document  
 
Your Policy Schedule will confirm the excess payable. (if any) 
 
Home: Your main permanent place of residence, (including any attached garage and 
permanent attached outbuilding), as shown on your Policy Schedule. It must be owned 
and occupied by you and your family as a private residence with no business use.  
 
Initial Exclusion Period: The first 14 days from the start of your policy during which no 
claim can be made for any emergency that occurs at your home. The initial exclusion 
period only applies at the start of your policy. It does not apply when you renew your cover. 
 
Policy Schedule: The document which names you as the Policyholder and contains your 
home address, the period of cover, the premium, the product you have selected, the claim 
limit, and details about any policy excess applicable to each claim you make.  
 
Reinstatement: Work carried out to make good any surface(s) or flooring which has been 
excavated to provide you with assistance in the event of an emergency.  
 
Start Date: The date the cover commences as shown on your Policy Schedule. 
 
Trace and Access: The investigation or locating of a leak that is not clearly visible and/or 
identifiable. 
 
The product you selected will be detailed in your Policy Schedule. This policy provides the 
assistance described in the cover sections below in the event of an emergency at your 
home. If the total cost  
 
of call-out charges, labor, parts, materials, and alternative accommodation (if applicable) 
exceeds the claim limit, you will need to pay the di_erence. 
 
When you applied for this cover, you chose whether your policy would have an excess 
applicable to all claims. If you selected a policy with an excess, you will have to pay that 
excess each time you make a claim, as shown in your Policy Schedule. The claims 
administrator will not dispatch an engineer to assist with an emergency until you have paid 
the excess. 
 
There are exclusions to the cover, which are listed under "We do not cover" in each section, 
as well as general exclusions listed under "General Exclusions" in this Policy Document. 
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Make Safe: Isolating or turning o_ the water in the event of a burst pipe or significant water 
damage to prevent further damage.  
 
 
Cover Section - Plumbing  
 
In the event of an emergency arising from the sudden and unexpected failure of, or damage 
to, the internal plumbing (including the central heating pipes and radiator valves) within 
your home which has resulted or may result in internal water leakage, flooding or water 
damage to the home, an engineer will visit your home and complete a temporary repair to 
limit or prevent damage or, solely at the claims administrator’s discretion, replace the 
damaged item or part of the item (as appropriate). Please note if the engineer has been 
called out of hours please allow 4 hours for the engineer to arrive on site ( you will be 
walked through how to turn the water o_ in the meantime). If you cannot isolate the leak at 
the mains  We will only be liable of making safe of the situation whether that’s isolating the 
appliance that has failed or turning o_ the water if isolating the issue is not possible. In this 
scenario an engineer will return in working hours after 8am to get the water back on a 
resolve the cause of the leak all under one claim. 
 
 
We do not cover:  
 

1. Incoming mains water pipework on driveway, front garden or outside of your 
boundary 

2. Swimming pools, steam rooms saunas or any other spa facility  
3. Frozen pipes which have not caused any damage due to not being su_iciently 

insulated. 
4. Decorative radiators (All radiators other than white standard compacts) 
5. Replacement of designer radiator valves  
6. Faults caused by you or someone else you used for repairs 
7. Pre-existing faults, inaccessible components or system design faults 
8. Faults caused by sludge, hard water scale or blockages 
9. Underfloor heating, towel rails, unvented hot water cylinders 
10. and non-standard parts 
11. Concealed toilets/ Cistern within a vanity unit or cisterns and their parts (unless like 

for like replacement valves are supplied by yourselves) 
12. Smart or internet connected thermostats or devices 
13. Saniflos, Macerators, Condense lift pumps 
14. electric showers & domestic appliances 
15. Replacement of defective taps (but can be if supplied by yourself) 
16. Collapsed drains.  

 
 



 8 

17. Any reinstatement costs relating to the original surface which is excavated as part of 
a claim. We will fill in any excavation and leave the surface level where we have 
made access to any internal pipework. As well as reinstatement of walls, ceilings or 
tiles to gain access to pipework. 

18. The replacement of water tanks, cylinders and central heating radiators, WC’s or 
bidets that cant be repaired  

19. Cracked or broken toilets, cisterns, baths, basins or bidets 
20. Pipes outside the boundary of your home.  
21. Leaks from any household appliances (for example washing machines or 

dishwashers) 
22. Bad smells 
23. Water pipes to or from and in a detached outbuilding or garage:  
24. Quieting noisy pipes that are caused by the expansion and contraction of pipes as 

they heat and cool or water hammer  
 
 
 
Section –Internal drains  
 
In the event of a sudden, unexpected failure or damage to the internal drainage system 
in your home, an engineer will visit and make a temporary repair to limit or prevent 
further damage. At the claims administrator's discretion, the engineer may replace the 
damaged item or part, as appropriate. 
 
 
Examples of what we will cover are: 
 
  
 
 
Internal Drainage:  
 

• Blocked toilet / waste pipe.  
• Leaking pipe / toilet / soil vent / stopcock.  
• Leaking cold water tank / hot water cylinder (and  
• subsequent draining down if required in an emergency).  
• Complete drain blockage that results in all sinks being blocked. 
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Section - Emergency Boiler Cover 
 
 
 
We do not cover:  
 

1. Any repair/replacement whilst your domestic boiler is still covered by a retailer or 
manufacturer warranty.  

2. Any non-gas appliances, Elson tanks, separate gas heaters supplying hot water, 
LPG (Liquid Petroleum Gas) boilers and dual purpose boilers such as AGA’s and 
Rayburns.  

3. Repair or replacement of fan convector heaters or heated towel rails or underfloor 
heating.  

4. Corrosion or any work arising from hard water scale deposits.  
5. Boilers over 20 years old at the start date. (only on essential plan) 
6. Any boiler that has an output more than 40kW/hr.  
7. Removal of sludge or hard water scale.  
8. Any boiler which has not been partaken initial assessment  
9. Any gas fired appliance whose primary purpose is other than heating, for example a 

domestic cooker or lighting system.  
10. Solar powered panels or ground air and water source pumps or any other 

renewable source 
11. Repairs when an engineer deems the boiler to be beyond economic repair. 
12. These boiler models: Potterton Powermax, Britany, Cha_oteaux, Servowarm, 

Ariston, Ferroli, Biasi 
 

 
 
 
 
Section - Emergency Gas Supply Pipe Cover: In the event of a leak on your internal gas 
supply pipe, an engineer will visit your home and repair or replace the damaged section of 
the pipe. Our assistance will only be provided once the National Gas Emergency Service 
have attended and isolated the leak. You must call them and arrange this to be carried out, 
they do this free of charge. Call: 0800 111 999 
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We do not cover:  
 

1. Any gas fire, instant hot water heaters  
2. Temporarily frozen pipes where permanent damage is not confirmed.  
3. Repair work to or the cost of replacing lead pipework.  
4. Gas supply pipes which are not installed correctly, or which do not confirm to any 

governing Gas Safe regulation or requirement.  
5. Any external gas supply pipe or any piping that is the responsibility of the National 

Grid, including any pipes outside the boundary of your home. 
6. Gas pipes over 28mm 

 
 
 
General Exclusions 
 
in addition to the following exclusions which apply to all sections of cover under this policy, 
there are exclusions which apply specifically to each individual cover section. These are 
listed within “We do not cover“ under each section of cover of this Policy Document.  
 
We shall not be liable for costs arising from or in connection with:  
 

1. Any incident within the initial exclusion period after the start date of your policy.  
2. Circumstances known to you prior to the start date of your policy.  
3. Claims arising whilst or immediately after the home has been left unoccupied for 60 

or more consecutive days;  
4. Any work carried out by you or any other person which was not authorized by the 

claims administrator in advance;  
5. Claims arising from subsidence, heave or landslip;  
6. Any defect, damage or breakdown caused by your malicious or deliberate action, 

negligence, mis-use or third-party interference;  
7. Routine maintenance of the items covered by your policy at your home, or cleaning 

or servicing;  
8. Any incident where on attendance by an engineer at your home it becomes clear 

that the event is not an emergency;  
9. Any item or system that has not been regularly maintained and/or serviced in 

accordance with manufacturer’s instructions or recommendations.  
10. Loss of or damage arising out of disconnection from or interruption to the public 

supply of gas or water or electricity to your home.   
11. Any repair that is, in the engineer’s opinion, impossible to undertake due to 

problems with the access needed to carry out the repair.  
12. Any loss unless it is specifically stated as being covered by the policy.  
13. Any losses caused by any delays in getting spare parts.  
14. Replacement of radiators or towel rails.  
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15. Instances where a repair or replacement is needed only because of changes in 
legislation or health and safety guidelines.  

16. Homes situated outside the United Kingdom.  
17. Flats or apartments rented and let properties, commercial and business premises, 

mobile homes, and bed-sits.  
18. Claims directly or indirectly caused by, happening through, or in consequence of 

pollution or contamination of any kind whatsoever.  
19. Any damage caused by the approved engineer in gaining access to:  
a) An appliance or any equipment from its operational position to a_ect an emergency 
repair.  
20. Any system(s), equipment or appliances that have not been installed according to 

appropriate regulatory standards in place or the manufacturer’s instructions, or 
both, and that are subject to a manufacturer’s recall. 

 
Automatic Renewal of Your Policy 
 
 Where you have selected the Automatic Renewal option at time of purchase, the 
administrator will automatically renew your cover policy.  
 
Selecting the Automatically Renewal option means the administrator will keep your 
payment details securely on file so that it can debit your premium up to seven (7) days 
before your renewal date. The administrator will contact you by email / text / telephone up 
to 30 days prior to your renewal date to confirm auto renewal. The email will be sent to the 
email address provided by you at the time of your original application and will confirm the 
new premium payable, any changes to the terms/conditions of your cover, and that 
payment will be debited up to 7 days prior to the policy renewal date. 
 
 In addition to emailing you, the administrator will also write to you at your home address to 
confirm the auto renewal. If you do not wish your policy to auto renew, or you require 
changes to your policy details, please contact the administrator at least 14 days before 
your renewal date. 
 
 
 
 
General conditions 
 
These conditions apply to the whole policy. If you do not meet them, your claim may not be 
paid, or a claim payment could be reduced. In some circumstances your cover may be 
cancelled.  

• You must take all reasonable precautions to prevent an emergency. You must 
ensure that the normal day-today maintenance of your home is undertaken and that 
the home is in good condition.  

• You cannot transfer this policy to anyone else.  
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• Where applicable, you will need to source and pay for the alternative heating 
yourself and provide a purchase receipt to the claims administrator so that you can 
be reimbursed.  

 
The claims administrator will send an engineer to your home, unless adverse weather, 
safety concerns, labor disputes, public transit failures, or other circumstances prevent 
access or make assistance impossible. 
 
 
 
Claims Conditions  
 
You must comply with the following conditions. If you fail to do so and this a_ects the 
ability of the claims administrator to fully assess your claim or keep our losses to a 
minimum, we may not your claim or any payment could be reduced.  
 

1. Major emergencies which could result in serious injury to the public or damage to 
property should be immediately advised to the supply company and/or the public 
emergency services. The policy does not provide cover for any repairs, damage or 
other loss resulting from gas leaks which occur outside the boundary of the home.  

2. Before requesting assistance, you should check that the circumstances are covered 
by your policy. Remember this is not a maintenance policy and does not cover 
routine maintenance in your home.  

3. Telephone the claims administrator as soon as you notice the emergency to provide 
details of the assistance required. All requests for assistance must be made through 
the claim’s administrator. Do not make any arrangements yourself without prior 
authorization from the claim’s administrator. If you do, we will not reimburse any 
costs you may incur. Calls may be recorded. 

 
Callout Times  
 
MONDAY – FRIDAY If you call us with a breakdown between the hours of 6pm - 12am we 
will attend on the following day.  
 
SATURDAY If you call us with a breakdown between the hours of 9am - 12pm we will attend 
on the same day.  
 
SUNDAY Any boiler emergencies on a Sunday will be carried out the following day.  
 
** In the event of a water burst, we aim to call out on the day but we will provide an 
explanation over the telephone of how to isolate the leak via the stop tap. 
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Emergencies Not Covered Under This Policy 
 
If an emergency occurs that is not covered by your policy, the administrator can dispatch 
an engineer to your home. However, you will be fully responsible for all associated costs. 
Utilizing this service does not qualify as an insurance claim under your policy. 
 
Other Cover 
 
 If, at the time of a valid claim under this policy, there is another cover policy in force which 
covers you for the same loss or expense, we may seek a recovery of some or all of our costs 
from the other company. You must give us any help or information we may need to assist us 
with our loss recoveries. 
 
Transfer of Rights 
 
At our own expense, but in your name, we reserve the right to: 
• Pursue legal action to recover the costs of any claim made under this policy, including 
damages, or 
• Assume control of defending or settling any claim. 
We will have full discretion in managing any legal proceedings and in defending or settling 
any claim. 
 
You agree to provide us with all relevant information, documents, and assistance needed to 
validate any claim and facilitate a settlement or recovery. 
Fraudulent Claims or Misleading Information  
To keep your premium rates a_ordable, we take a robust approach to fraud prevention. If 
any claim you or someone acting on your behalf makes under this policy is fraudulent, 
deliberately exaggerated, or intended to mislead, we may: 
 
• Refuse to pay the claim 
• Recover any payments we've already made on that claim 
• Terminate your policy from the time of the fraudulent act 
• Report the fraudulent act to the police 
 
If we terminate your policy due to fraud, we won't pay any claims for incidents that happen 
after that time, and we may not refund any premiums you've already paid. 
 
Replacement of parts or components 
 
We reserve the right to use replacement parts from third-party suppliers, in addition to 
those sourced directly from the manufacturer or their approved vendors. We are not 
responsible for any loss, damage, or inconvenience resulting from delays in obtaining or 
receiving delivery of spare parts from the relevant supplier. 
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When replacement parts arrive, we will contact you to schedule a convenient time for an 
engineer to attend and complete the repair. Please ensure the engineer can access the 
necessary areas to carry out the work. If we are unable to obtain a required replacement 
part to complete a repair, our liability will be limited to performing a temporary fix to 
mitigate any damage and ensure your home is safe. 
 
Cancellation by us  
 
We reserve the right to cancel your policy at any time by providing you with 30 days' written 
notice, provided there is a valid reason for doing so. A cancellation letter will be sent to your 
last known address. Valid reasons for cancellation may include, but are not limited to: 
 

a) Non-payment of premium 
b) Threatening or abusive behavior 
c) Failure to provide required documents. 
d) Non-compliance with policy terms and conditions 
 
If we cancel your policy, we will refund any premiums you have paid, less a charge for 
the coverage already provided, unless the cancellation is due to fraudulent activity on 
your part. In such cases, we will deduct an administrative fee of £35 plus VAT from the 
refund amount. 
 
We may also cancel your policy for non-payment of premium, if you use threatening or 
abusive language, or if we have reasonable suspicion of fraud. This list is not 
exhaustive, and there may be other valid reasons for cancellation. 
 
 
 

FAQs 
 
 WHAT HAPPENS WHEN I FILL IN MY DETAILS ONLINE?  
 
A member of the o_ice sta_ will contact you to arrange your initial inspection. 
 
 DO YOU COVER ANY BOILER MAKE, MODEL AND AGE?  
 
Please see ‘What’s not included?’, which details the boiler models we do not cover. 
Prior to our visit we may ask you to provide us with photographs of your boiler and 
heating system. If at the initial inspection it is determined that we cannot provide 
Homecare cover, we will advise either a repair to the boiler and the cost of that repair, a 
replacement boiler or our package our BRONZE package only. If the customer decides 
not to proceed with one of our options, the customer will be liable for the cost of the 
service of £99.  
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HOW OFTEN WILL MY BOILER BE SERVICED?  
 
We will carry out a boiler safety check at your initial inspection then annually. We aim to 
carry out annual services between the months of March - August. 
 
 
IS THERE AN EXCESS TO PAY?  
 
It depends on if you have chosen to pay £60 or £0 excess option. 
 
 
IS THERE A LIMIT ON CALL OUTS?  
 
Unlimited callouts.  
 
CAN I PAY IN FULL OR IS IT A MONTHLY DIRECT DEBIT AND WHEN WILL THIS BE 
COLLECTED? 
 
 Monthly direct debit, following the initial inspection.  
 
CAN SOMEONE GET TO ME WITHIN THE HOUR?  
 
We will aim to be with you on the day or within 24 hours for further details regarding 
o_ice hours and out of o_ice hours. If your job is NOT an emergency, we will priorities 
your enquiry accordingly and this may be subject to a 2-3 day lead time.  
 
DOES WHICH PLAN I’M ON GIVE ME PRIORITY IN TERMS OF A BOOKING? 
 
No. 
 
HOW LONG IS THE AGREEMENT AND CAN I CANCEL AT ANY TIME?  
 
12 months minimum term agreement with automatic renewal (if the policy is cancelled 
within this time period the customer will be liable for the full 12 month period). 


