February 2020

excellence /
policy document



If you need assistance

In the event of a property damage claim,
please call our 24 hour claims helpline on:

1890 24 7 365

If you need to arrange emergency property repairs,
please call our 24 hour home helpline on:

1890 252 234

If you need personal legal advice on any matter please call our
legal helpline on:

01 865 8807

The legal helpline operates 8am to 8pm Monday to Friday
(excluding bank holidays) and 10am to 1pm on Saturdays.
When calling the legal helpline please quote “AXA Excellence".

If you needs confidential counselling, please call our
counselling helpline on:

09064 86359
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There may be times when you feel you do not receive the service you expect from us.

This is our complaints process to help you.

e For a complaint about your policy, contact your broker (if any) or your local AXA office.
e For a complaint about your claim, contact our claims action line on 1890 24 7 365.

If we cannot sort out your complaint, you can contact our Customer Care Department on:

e 1890 211850 or:
email: axacustomercare@axa.ie; or
write to AXA Insurance, Customer Care, Freepost, Dublin 1.

If you are unhappy with the way we have dealt with your complaint, you may be able to refer to:

Financial Services and Pensions Ombudsman,
Lincoln House, Lincoln Place,
Dublin DO2 VH29.

Tel: +353 1 567 7000
Email: info@fspo.ie
Web: www.fspo.ie

Our promise to you

We will reply to your complaint within five working days.
We will investigate your complaint.

We will keep you informed of progress.

We will do everything possible to sort out your complaint.
We will use feedback from you to improve our service.




Your policy wording

Definitions in this policy

This document and any endorsements that are included in it, set out your and our rights and responsibilities.

The insurer your contract is with is AXA Insurance dac which is established in Ireland. Both you and we can choose
the law within the European Union which will apply to the contract. We propose that Irish law should apply.

The cover you have bought has many benefits to give you peace of mind. However, as with all insurance contracts,
there will be circumstances where cover will not apply. These are shown in this document.

Please read your policy carefully and keep it in a safe place.

Your policy includes:

e the policy wording in this booklet;

e the schedule (which has your details, the cover which applies, the amounts which you have insured for,
excesses and the period of insurance); and

e any endorsements which apply. (An endorsement is a document which amends the policy wording).

As long as you have paid or agreed to pay the premium, we will insure loss or damage which happens during the
period of insurance as described in the following pages for those sections you have chosen.

On behalf of AXA Insurance dac

y 34 ﬂme//é(

Phil Bradley

Chief Executive,

AXA Insurance dac,

Registered number: 136155.

Registered Office: Wolfe Tone House, Wolfe Tone Street, Dublin 1.

The following words have the same meaning wherever used in the policy or schedule.
Accidental damage - Unintentional physical damage by external violent and visible means.

Agreed value - The value of an item we agree with you for the purpose of this policy only. Please note that we
are not guaranteeing that this is the value that the item would gain if you sold it. You should not rely on the
agreed value for any purpose except insurance with us.

Bodily injury - Death, illness, personal injury or disease.

Buildings ¢ The structure of the home, domestic outbuildings and garages.
e Statues, urns, sculptures, fixtures and fittings attached permanently to and forming part of
the home,outbuildings and garages which are not specifically insured under section D.
e Wall coverings and other decorations inside the home.
e Paved terraces, patios, drives and paths.
e Columns, walls, gates and fences.
e Tennis courts, swimming pools and other sporting structures.
* Tanks, drains, pipes and cables serving the home.
all forming part of the home specified in the schedule.

Business property - Business property is limited to office furniture, furnishings, office equipment including
documents, computer equipment and computer records.

Consequential loss - Any additional loss, damage, cost, expense or other financial liability occurring as a result
but after any insured event.

Collection - The art, antiques or other property you own or have a legal interest in which is shown in section D
of the schedule.

Contents - All of the following are covered as long as they belong to you or you are legally responsible for them:
e household goods and household appliances;

carpets and satellite dishes fixed to or in the home;

business property;

your fixtures and fittings;

jewellery not specifically insured under section E only if valued under €2,500 for each item and

€10,000

in total;

e personal possessions not specifically insured under section E only if valued under €2,500 for
each item and €10,000 in total;

e coins, stamps and medals forming part of a collection only if valued under €2,500 in total;

e gold, silver and plated articles only if valued under €10,000 in total;

e money (as defined below), up to €5,000 in total.

Contents does not include:

e property more specifically insured under any other section of this policy;

e Duildings (other than your fixtures and fittings) or any part of them;

e any living thing;

e mechanically propelled or assisted vehicles (other than motorised gardening equipment, golf
buggies or invalid carriages) caravans, trailers, watercraft, hovercraft or aircraft (other than hand-
propelled or models) or parts or accessories in them or attached to them; or

e securities, certificates and documents of any kind.

Credit cards - Credit, cheque, charge, debit or cash-dispenser cards.
Damage - Physical damage.

Data - Information stored on a computer.




Definitions in this policy How we settle claims

Depreciation - The reduction in value of an item directly caused by damage to that item less any repair or You must tell us if the buildings and contents sum insured are not high enough. If not, you may find that you do
restoration cost. not have enough cover and we will not pay the full value of your claim.

Endorsement - An alteration to the terms of the policy. We will decide how to settle your claim. We will normally arrange for one of our suppliers to repair, reinstate or

Excess - The amount you are responsible for in respect of any loss, damage or claim. replace the lost or damaged property. In some instances, we may decide to pay a cash amount for the loss or
damage. We will not pay more than our suppliers would have charged. We will deduct the appropriate excess from
Fixtures and fittings - All items that are fitted to and form part of the structure of your home including; all claims payments we make.
¢ wall coverings and other interior decorations;
® pathroom suites; Buildings

e fitted kitchens;

_ ) If we carry out a repair or reinstatement, we will not take off an amount for wear and tear as long as the sum
e flooring but excluding carpets.

insured represents the full reinstatement value of the building and you have kept the building in good condition.

Home - The private dwelling home at the address shown in the schedule including its outbuildings and garages The full reinstatement value is not necessarily the value you would get if you sold the property (market value).
all used for domestic purposes.

Contents
Jewellery - Gemstones, pearls, watches or items of gold, silver or other precious or semi-precious metals or items We will not take off an amount for wear and tear for your contents as long as the sum insured represents their
made of them designed to be worn on the person. full value as new at the time of the loss and you have kept them in good condition.

Money - Cash, cheques, postal orders, banker’s drafts, travellers’ cheques, saving stamps and certificates,

premium bondsand gift tokens all held for social or domestic purposes only. Other insurance policies

If any injury, loss or damage is covered by any other insurance, we will not pay more than our share. This does
Outbuildings - sheds, green houses, summer houses and other buildings (but not caravans, mobile homes or motor not apply to the fatal accidents section under contents.
homes) which do not form part of the main building of the home and are used for domestic purposes.

Personal belongings - Items you would usually carry on you, including baggage, clothing, cameras and
camcorders, furs, sports equipment, laptop computers, personal organisers, mobile phones, hearing aids and
musical instruments.

Period of insurance - The period for which we have accepted your first or any further premium.

Premises - The buildings and the associated land, all at the address shown in the schedule and all used for
domestic purposes.

Property in the open - Contents suitable to be used and left outside.

Safe - A strong lockable cabinet built of reinforced steel and specifically designed to protect jewellery and items of
high value from theft or unauthorised removal. It must be made by a recognised specialist manufacturer and be
securely fixed to the wall or floor of the building it is in.

Schedule - The schedule is part of your policy. It includes your details, the dates of insurance and the property
insured.

Standard construction - Built entirely of brick, stone or concrete and roofed entirely with slates, tiles or with
concrete.

Temporarily elsewhere - Away from the home for no more than 90 days in a row.
Unfurnished - Does not contain enough furniture for normal living purposes.

Unoccupied - Not lived in by you or by a person authorised by you for more than 60 days in a row, or not inspected
twice a week by you or a person authorised by you.

We, our, us - AXA Insurance dac.

You, your - The person named as the policyholder in the schedule and each member of the policyholder’s family
or household (but not boarders, lodgers or paying guests) who normally live in the policyholder’s home.

We explain other words elsewhere in the policy or schedule. Your policy is designed to help you understand the
cover provided. You will find on many of the pages these headings.

What is covered What is not covered
These sections are printed on a pale blue These sections are shown on a dark blue
background background and




Inflation protection

What is not covered

Buildings
To help protect you against inflation, we will adjust the sum insured under the buildings section each month,
in line with an appropriate index we have chosen.

Contents and personal possessions
To help protect you against inflation, we will adjust the sum insured under sections B and E each month, in line
with an appropriate index we have chosen.

The following applies to buildings, contents and personal possessions.

e |f an index falls, we will keep the sums insured and monetary limits at the same level.
e We do not charge for this inflation protection at the time of the monthly increase but when you next renew
your policy.
Your sums insured will be adjusted accordingly.
e |Inflation protection will not apply to the monetary limits.
e During the period of repair, following loss or damage to the building, we will continue to protect the sum insured
against inflation as long as:
a you take reasonable steps to make sure that the repair or replacement is carried out immediately; and
b the sum insured at the time of the loss or damage represents the full value.

Although you have the benefit of inflation protection, you should not rely on this alone to keep the buildings and
contents sums insured at the correct level.

The replacement cost of your building or contents may be growing faster than inflation - perhaps because of a new
extension or new items you have bought. It is a condition of your policy to insure for the correct amount.

General exclusions
These exclusions apply to the whole policy.

1. Sonic bangs
We will not pay for loss or damage caused by pressure waves from aircraft and other flying objects travelling at or
above the speed of sound.

2. Radioactive contamination
We will not pay for loss or damage to any property or any loss or expense resulting or arising from any
consequential loss.

We will not pay for any legal liability directly or indirectly caused by or contributed to by or arising from:

a ionising radiation or contamination by radioactivity, from any nuclear fuel or from any nuclear waste from
burning nuclear fuel; or

b the radioactive, toxic, explosive or other dangerous properties of any explosive nuclear machinery or any part
of it.

3. War and terrorism exclusion

Despite any other condition in this insurance or any endorsement that may apply, we will not be liable for loss,

damage, cost or expense directly or indirectly caused by, resulting from or in connection with any of the following:

a war, riot, revolution or any similar event;

b any government, public authority or local authority legally taking or destroying your property;

¢ any act of terrorism.
We define an act of terrorism as an act which may include using or threatening force or violence by any person
or group, whether acting alone or in connection with any organisation or government committed for political,
religious, ideological or other purposes. This includes the intention to influence any government or to put the
public or any section of the public in fear.

This exclusion does not cover liability, loss, damage, costs or expense resulting from any action taken to control
or prevent a, b, or ¢ above.

If we say that we will not cover a claim for these reasons, you must prove otherwise if you want us to pay a claim.
If any part of this exclusion is not valid or cannot be enforced, the other parts will still be effective.

4. Excess

We will not pay the first:

e €500 of any claim (unless otherwise shown in the policy or schedule)
e £€1,000 of any escape of water claim

e £€5,000 of any subsidence claim.

We will not apply the policy excess to claims under sections C (Liability), D (Collections), F (Legal Expenses) and G
(Home Assistance).

5. Date-change exclusion

We will not pay for any loss of or damage to any computer equipment, software, microchip-controlled electrical
appliance you own or control, or for any data lost from any computer, software, database or similar equipment,
caused by or arising from that equipment failing to treat any calendar date as the correct date.

6. Risks to computers

This policy does not apply to liability, loss, damage, costs or expense directly or indirectly caused by or in
connection with:

a the loss or alteration of or damage to; or

b a reduction in how a system works of;

a computer system, hardware programme, software, data-information store, microchip integrated circuit or
similar device in computer equipment or non-computer equipment that results from deliberately or negligently
transferring (electronic or otherwise) a computer programme that contains any damaging code including
computer viruses, worms, logic bombs or trojan horses.

7. Exclusions applying to sections A (buildings), B (contents), D (collections) and E (personal possessions)
We will not pay for loss or damage caused by wear and tear or gradual deterioration.
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Conditions which apply to the whole policy

Conditions which apply to the whole policy

You must keep to the following conditions to have the full protection of your policy.

1. Changes in your circumstances

You must tell us about any change which may affect this insurance (for example, a change of use or if you leave the
property empty for any length of time). When you renew this policy, you must also tell us if you have been declared
bankrupt or have been convicted of, or charged with, any offence other than a driving offence.

You must tell us if building work is to take place at the home, garage or domestic outbuildings when the cost of the
works exceeds €50,000. We may ask you to provide full details of the work and you must comply with any condition
relating to the prevention of loss or damage we may impose.

2. Taking care of your property
You must take all reasonable precautions to avoid bodily injury, loss or damage and take all reasonable steps to
protect your property from loss or damage. You must keep all your property in good condition.

3. Fraud

You must not act in a fraudulent way. If you or anyone acting for you;

e fails to reveal or hides a fact likely to influence whether we accept your proposal, your renewal, or any adjustment
to the policy;

e fails to reveal or hides a fact likely to influence the cover we provide;

e makes a statement to us or anyone acting on our behalf, knowing the statement to be false;

e sends to us or anyone acting on our behalf a document, knowing the document to be forged or false;

e makes a claim under the policy knowing the claim to be false or fraudulent in any way; or

e makes a claim for any loss or damage you caused deliberately with your knowledge.

The action we will take on top of our other rights.

e We will not pay a claim.

e  We will not pay any other claim which has been or will be made under the policy.

e We may declare the policy void. In other words, it will end without you receiving any benefit.

e We will be entitled to recover from you the amount of any claim we have already paid under the policy.
e We will not return your premium.

e We may let the appropriate law-enforcement authority know about the circumstances.

4, Claims
It is your responsibility to prove any loss, therefore we recommend that you keep receipts, valuations, photographs,
instruction booklets and guarantee cards to help with your claim.

a. Reporting a claim

1. You or your personal representatives must, as soon as is reasonably possible, report any incident which may lead
to a claim under the policy. You can phone us on 1890 24 7 365.

2. You must immediately tell the Gardai or relevant police authority if you suspect there has been a crime and obtain
a written report where a report has been taken.

3. You must take all reasonable steps to get back the missing property.

4. You must immediately notify the carrier, in writing, of any loss or damage in transit and obtain a written
acknowledgement.

5. You must immediately send us any writ, summons, letter, claim or other document.

6. You must provide within 60 days any details of your claim we ask for in writing.

7. You must give us all reports, certificates, plans, specifications, information and help that we may need and pay
any costs involved.

b. Dealing with a claim

1. You must not admit, deny, negotiate or pay any claim made by someone else against you or make any agreement
with them.

2. We have the right to negotiate, settle or defend any claim in your name and on your behalf.

3. You must not abandon any property to us for us to deal with.

4. You must make yourself personally available to meet with us to help us deal with your claim.

5. You must not take any action that would prejudice our ability as insurers to verify the loss that you are claiming

under the policy.

5. Cancellation

a If you cancel the policy

You may cancel the policy at any time by giving us written notice. We will refund a percentage of your premium
to cover the period of the policy left.

b Cooling off period
You may also cancel the policy within the first 14 days after receiving the policy documents within the first year
of insurance. We will refund your full premium providing no claims have been made on your policy.

c If we cancel the policy
We may cancel your policy by sending you ten days’ notice in writing to your last known address.
We will refund a percentage of your premium depending on the period of the policy left to run.

6. Arbitration
Any disagreement that we have with you and that we cannot settle between us will be referred to the Financial
Services and Pensions Ombudsman (FSPO).

If the Financial Services and Pensions Ombudsman (FSPO) will not deal with the disagreement, you will have to refer
it to arbitration. If you wait more than a year to do this, you will be considered to have abandoned your claim and
you cannot take it up again.

7. Your obligation to keep to the terms and conditions of the policy
This policy will only apply if:
a you keep to the terms, conditions and endorsements and the statements and answers in the proposal form
are true; and
b as far as you know, the statements made and the information given to us, which form the basis of the contract,

are complete and correct.

8. Precious stones
The settings in the stones of any item of jewellery worth over €10,000 must be inspected once every three years
by a competent jeweller and any defect remedied immediately.

9. Payments
Any money paid under this policy will be paid in euro in the Republic of Ireland.

10. Stamp duty
We have paid or will pay stamp duty to the Revenue Commissioners in line with the conditions of section 113 of
the Finance Act, 1990.

11. The value of your buildings

You must, at all times, keep the sum insured at a level which represents the full value of the insured building.
This means the estimated cost of rebuilding if the building was totally destroyed. This is not necessarily the
market value of the building.
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Section A — Buildings Section A — Buildings

What is the most we will pay?
We will pay the cost of repairing or reinstating the damaged part of the building up to the building sum insured

Extensions to your building cover

The buildings section of your policy also includes the following:




Section A — Buildings Section B — Contents

What is the most we will pay?
We will pay up to the contents sum insured shown in your policy schedule or any higher amounts which apply
because of inflation protection for any one claim.




Section B — Contents Section B — Contents

= I I




Section B — Contents Section C - Liability

The policy excess does not apply to this section.

Subsection 1 - Your legal responsibility to the public

We will not pay more than €3,000,000 under subsection 1 for any one claim against you or any series of claims
arising from one event.




Section C — Liability Section D - Collections

Subsection 2 - Liability to domestic employees What will we pay?
We will not pay more than €3,000,000 under subsection 2 for all damages, costs, fees and expenses for any a The most we will pay is:
one claim against you or series of claims arising from one event. e the cost of restoration and the percentage by which a damaged item (or any pair or set of which it is a part)
has depreciated; or
e the agreed value shown in the schedule if the item is lost or beyond economic repair; or
e any expense you have paid with our written approval.

If you make a claim, the amount we will pay under the policy will be based on the agreed value shown

in the schedule for the item which has been lost or damaged. We will not pay more than the agreed value.
For items not specified in the schedule but included within the amount insured for unspecified items,

we will at our option repair, replace or pay for the lost or damaged item up €10,000 for any one item, pair
or set. We will not pay more than the total sum insured for unspecified items.




Section D — Collections Section E — Personal belongings, jewellery and watches

We have extended this section to cover the following: What is the most we will pay?

We will not pay more than the sum insured for personal belongings, jewellery and watches shown in your

schedule or any higher amount which may apply because of inflation protection for any one claim under this
section.

If you have chosen cover for unspecified personal belongings, jewellery and watches, the limit for any one item
is €10,000.

We will extend this section to cover the following:




Section F — Family legal protection

Section F — Family legal protection

This section is automatically included, but will not apply if you are a company. In the case of a policy in joint names,
the cover provided by this section applies to the first named insured only.

The family legal protection section of your policy is underwritten by Inter Partner Assistance SA,. Inter Partner
Assistance SA is authorised by the Commission Bancaire, Financiere et des Assurance (CBFA) in Belgium and
regulated by the Central bank of Ireland for conduct of business rules.

Definitions (applying to this section of your policy)
We, our or us -  Arc Legal Assistance Ltd who administer this section of the insurance.

Appointed representative - The lawyer, accountant or other suitably qualified person who has been appointed to
act for you under the terms of this section of the policy.

Date of occurrence

a For civil cases (except under insured incident 5 - (Tax Protection)), 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.

b For criminal cases, the date of occurrence is when you began or are alleged to have begun to break the criminal
law in question.

¢ Under insured incident 5 (Tax protection) the date of occurrence is when the Revenue Commissioner first lets
you know in writing that they plan to make enquiries.

Costs and expenses

a Legal costs

All reasonable and necessary costs chargeable by the appointed representative on a party/party basis. Also the
costs incurred by opponents in civil cases if you have been ordered to pay them, or you pay them with our agreement.
b Accountant’s costs

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

Territorial limit

For insured incidents 2 (Contract disputes) and 3 (Bodily Injury)

The European Union, the Isle of Man, the Channel Islands, Albania, Andorra, Bosnia Herzegovina, Bulgaria,
Gibraltar, Iceland, Liechtenstein, Macedonia, Monaco, Montenegro, Norway, Romania, San Marino, Serbia,
Switzerland and Turkey (West of the Bosphorus).

For all other insured incidents
The Republic of Ireland.

Revenue audit
An examination by the Revenue of your self assessment return for income tax or capital gains tax.

What is the most we will pay?
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 €65,000.

We agree to provide the insurance in this section, as long as:

1. athe insured incident happens during the period of insurance and within the territorial limit;
b any legal proceedings will be dealt with by a court, or other organisation which we agree to, in the territorial
limit; and
¢ for civil claims, it is always more likely than not that you will recover damages (or obtain any other legal remedy
which we have agreed to) or make a successful defence.

26

27



Section F — Family legal protection

Section F — Family legal protection

What is not covered under section F

We will not cover:

©oNOOT~WNE

any claim reported to us more than 180 days after you should have known about the insured incident;

any incident or matter arising before the start of this section of the policy;

any costs and expenses you pay or agree to pay before we accept your claim in writing;

fines, penalties, compensation or damages which you are ordered to pay by a court or other authority;

any insured incident you have deliberately caused;

any claim relating to your alleged dishonesty or violent behaviour;

any claim relating to written or spoken remarks which damage your reputation;

a dispute with us not otherwise dealt with under condition 7;

any legal action you take or if you do anything that prevents us or the appointed representative taking action;
or

10. an application for judicial review.

Conditions specific to section F

=
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. You must:

a keep to the terms and conditions of this policy;

b take reasonable steps to keep, as low as possible, any amount we have to pay;

¢ try to prevent anything happening that may cause a claim;

d send everything we ask for, in writing; and

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

. a We can take over and conduct in your name, any claim or legal proceedings at any time. We can negotiate

any claim on your behalf.

b You 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 your interests in

those proceedings; or

(ii) there is a conflict of interest.
We may choose not to accept the choice of appointed representative, but only in exceptional circumstances.
If there is a disagreement over the choice of appointed representative, another suitably qualified person can
be appointed to decide the matter.

¢ In all circumstances except those in 2b) above, we are free to choose an appointed representative.

d We will appoint an appointed representative to represent you according to our standard terms of
appointment. The appointed representative must co-operate fully with us at all times.

e We will have direct contact with the appointed representative.

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

g You must give the appointed representative any instructions that we may need.

. a You must tell us if anyone offers to settle a claim.

b If you do 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 the amount of damages that you are claiming or is being claimed against you,
instead of starting or continuing legal proceedings.

. a You must tell the appointed representative to have the costs and expenses taxed, assessed or audited, if

we ask for this.
b You 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.

. You must tell us if the appointed representative refuses to continue acting for you, or if you dismiss them.

The cover we provide will end at once unless we agree to appoint another appointed representative.

. If you settle a claim or withdraw your claim without our agreement, or do not give suitable instructions to the

appointed representative, the cover we provide will end at once and we will be entitled to reclaim any costs
and expenses we have paid.

. If we and you disagree about the choice of appointed representative, or about how a claim is handled, we and

you can choose another suitably qualified person to decide the matter. We and you must both agree in writing
to the choice of this person. Failing this, we will ask the President of the Law Society of Ireland to choose a
suitably qualified person.

. We may at our discretion tell you to get the opinion of a barrister you and we have chosen as to the merits of

a claim or proceedings (you must pay any costs involved in this). If the barrister’s opinion indicates that there
are reasonable grounds for defending a claim or taking proceedings, we will pay the cost of getting the
barrister.

. 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 policy did not exist.
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Making a claim — this applies to section F only

Section G — Emergency home assistance

Once you have sent us the details of your claim and we have accepted it, we will start to deal with your legal
problem. Please do not ask for help from a solicitor or accountant before we have agreed. If you do, we will not
pay the costs involved.

Always report your claim to us in writing and as soon as possible. We can send you a claim form to help you
do this.

We normally deal with claims by appointing a solicitor to handle your claim. In most cases we will choose the
solicitor for you.

To report a claim
Telephone the legal advice service to report a claim. They will provide you with legal advice and arrange to send
you a claim form.

Helpline services
We provide these services during the period of insurance.

In order to maintain an accurate record and to help us check and improve our service standards, your telephone
call may be recorded.

Legal advice service
We will give you confidential personal legal advice over the phone on any legal problem, under the laws of the
Republic of Ireland.

To contact the service above

Phone us on: 01 865 8807 and quote "AXA Excellence". The legal helpline operates 8am to 8pm Monday to
Friday (excluding bank holidays) and 10am to 1pm on Saturdays. When calling the legal helpline please quote
“AXA Excellence".

Counselling
We will provide you with a confidential counselling service over the phone, including where appropriate, onward
referral to relevant voluntary or professional services.

To contact the above counselling helpline,
Phone us on: 09064 86359

We will not accept responsibility if the helpline services are not available for reasons we cannot control.

Please do not use these numbers to report a general insurance claim.

Emergency home assistance is a 24 Hour, 365 days a year comprehensive emergency service designed to assist
you in the event of a household emergency.

This section of the policy is underwritten by Inter Partner Assistance SA, The Quadrangle, 106-118 Station Road,
Redhill, Surrey, RH1 1PR.

Inter Partner Assistance SA is authorised by the Commission Bancaire, Financiére et des Assurance (CBFA) in
Belgium and regulated by the Central Bank of Ireland for conduct of business rules.

What is the most we will pay?

1. If you suffer an emergency at your property you should tell us on the emergency phone number 1890 252234.

We will then:

a advise you how to protect yourself and the property immediately;

b organise and pay up to €500 including VAT, call out, labour, parts and materials to carry out an emergency
repair, or if at a similar expense a permanent repair.

2. In the event of the property becoming uninhabitable and remaining so overnight, we shall at your request

arrange and pay up to €150 including VAT in total for:
a your overnight accommodation and/or
b transport to such accommodation.

Definitions applying to this section of your policy.
We/Us/Our - AXA Assistance

Emergency - The result of a sudden and unforeseen incident at your home which immediately:
a exposes you or another person to a risk to their health or;
b creates a risk of loss of or damage to your home and any of your belongings or;
¢ renders your home uninhabitable.

The definition of emergency includes damage to or breakdown of the essential services to the home and /or
permanent and irreplaceable loss of all keys required to gain access to your home, but not outbuildings.

Essential services - Mains drainage to the boundary of the home, water, electricity and gas within the property
and the main source of heating where no alternative exists and the service is immediately necessary to prevent
an emergency.

Heating - The gas fired central heating boiler from the appliance isolating cock, together with the pump, radiator
valves, motorised valves and cylinder thermostat, time, temperature and pressure controls, radiators, pipe work,
hot water cylinder, feed and expansion tank and primary flues.

The maximum permissible output of your private domestic gas fired boiler is 60Kw/hr.

Emergency repairs - Work undertaken by an authorised contractor to resolve the emergency by completing a
temporary repair.

Temporary repair - The repair that will resolve the emergency but may need to be replaced by a permanent repair.

Permanent repair - Repairs and/or work required to put right the damage caused to the property by the
emergency.

Approved contractor - A tradesperson authorised in advance by us to carry out repairs.
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Section G — Emergency home assistance

Section G — Emergency home assistance

General Conditions

1.

N

w

[$)]

(<]

We will not pay for repairs unless you or a person acting on your behalf has notified us through the 24 hour
emergency home helpline and we have authorised an approved contractor in advance.

. You must quote your policy number when calling for help. You must produce the relevant identification on the

demand of the contractor or our other nominated agent.

. If any loss, damage or expense covered under section G is also covered by any other insurance or

maintenance contract, we will not pay more than our fair share (rateable proportion) of any claim.

. This insurance does not cover normal day to day maintenance at your home that you should do. Nor does it

pay for replacing items that wear out over a period of time.

. You must co-operate with us in obtaining reimbursement of any costs we incur under the terms of this cover,

which may have been caused by the action of a third party against whom you have a legal right of action.

. Availability of parts is an important part of the service. However, there may be times when replacement parts

are delayed because of circumstances beyond our control. In these cases we will not be able to avoid delays
in repair.

There also may be occasions where parts are no longer available. In these situations we will ensure your property
is safe and if required, the approved contractor will provide you with a quotation for a suitable repair.

How to make a claim

To obtain emergency assistance contact the 24 hour emergency helpline on:
1890 252 234

You should have the following information available upon request:

1.

N

Your name and home address
Your policy number
An indication as to the nature of the problem.

We do not accept responsibility for any expenses not covered by your policy or any consequential loss or
liability arising from the acts or neglects of the contractor or tradesperson we refer to you.

. You will be responsible for the costs or fees of the contractors or tradespersons at the time that the domestic

helpline services are provided. However, you may be able to claim back these costs or fees as a part of a
valid claim under the terms, conditions and exceptions of the policy.
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Notes

Notes
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AXA Insurance dac, Wolfe Tone Street, Dublin 1. Registered in Ireland number 136155. We may record or monitor phone calls for training, prevention of
fraud, complaints and to improve customer satisfaction. AXA Insurance dac is regulated by the Central Bank of Ireland.
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