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WELCOME
Your home is likely the most valuable
thing you own. If you rent, it’s your
biggest financial commitment. It’s
also the place you feel safe, spend the
majority of your time and keep your
most treasured possessions. That’s
why it needs to be well-protected.

Searching for home insurance can be
overwhelming. There’s a wealth of things
to consider, not least, where to start.
Given we’re bombarded with advertising
from different providers and comparison
websites on TV, radio and social media; it
can be easy for the average person to fall
into a bit of a tailspin.
In fact, according to research recently
carried out by YouGov, when it comes
to feeling overwhelmed, people put
speaking to a financial adviser in a
similar bracket to travelling somewhere
unknown, meeting new people, or even
seeking medical advice. The same survey
revealed that when buying a service or
product, people are more likely to seek
help from parents, friends or even online
forums – which might not always be the
best option.
Use this guide to familiarise yourself
with what you want from your insurance
by asking yourself some questions and
preparing questions that you might like
to ask a professional adviser. There's also
a handy list of key insurance terms to
help you brush up on insurance lingo
and you can compare yourself to the
rest of the UK when it comes to your
thoughts and behaviours around money.
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1
things
to ask
yourself...
4

WHERE CAN I GET SOME HELP?
Nowadays, we live in a digital world
and society has become accustomed
to doing almost everything online –
working, learning, shopping, paying
bills, ordering food – and asking
questions.
The perception is that the internet can
save us time but depending on your
situation, you may find comparing all
the insurance options available online
and making a decision about what’s
right for you, a bit more of a challenge
than you first expected. It’s important
to remember, the wrong insurance
policy could have implications on
you and your family’s financial health
for a very long time so it’s vital you
understand exactly what you need,
weigh up the pros and cons and then
pick the cover that gives your home
the most appropriate protection – and
you peace of mind.
One of the major benefits of dealing
with a professional rather than
buying online is the opportunity to
take advantage of their experience
– ask them questions and share any
concerns you may have. This is a
sure-fire way to boost your confidence
and mitigate the risk of settling for an
unsuitable product that could leave
you open to financial disaster.
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ACCIDENTAL
DAMAGE

INSURANCE
LINGO

Visible damage
which has been
caused accidentally.
Accidental damage
is usually subject to
a policy excess for
each claim.

If you're worried about
not understanding all
the names and words
used when talking
about insurance,
try boosting your
confidence by getting
to grips with some
key phrases you may
encounter.

APRC

ALTERNATIVE
ACCOMMODATION
Suitable
accommodation
provided by the insurer
if you cannot live in your
own home due to an
insured event, such
as a fire.

The Annual Percentage Rate
of Charge, often referred to as
APRC is the total cost of the
credit to a consumer, expressed
as an annual percentage of
the total amount of credit paid
monthly.

BUILDINGS
SUM INSURED

Buildings sum insured
is the amount it would
cost to demolish,
clear and rebuild
your home following
an insured event.
It's not the same as
your home's market
value, which might be
higher or lower.

CURRENT
MARKET VALUE

An approved supplier is a
company or person who forms
part of the claims network, who
is appointed, approved and
authorised by the insurer to
provide you with replacement
goods – e.g. a new television if
yours is stolen, or carry out repairs
following an insured event.

BUILDINGS INSURANCE

Buildings insurance covers the actual
building and the cost of damage to this. This
includes the roof, walls, ceilings, floors, doors
and windows. Outdoor structures such as
garages and fences are also included.

CONTENTS
INSURANCE

Covers the items in
your home which
are not fitted to the
main structure of the
building such as clothes,
appliances, furniture,
jewellery and other
items of value.

The current market value is the
price which your property would
sell for on the open market.
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APPROVED
SUPPLIER/TRADESMAN

CONTENTS
SUM
INSURED

Contents sum
insured is the
maximum
amount that the
policy will pay
out if your entire
home contents
are destroyed.

ESCAPE OF WATER

Escape of water refers to
damage caused by escape of water
from fixed water tanks, pipes or apparatus
(e.g. washing machine) or pipes.

7

THE QUESTIONS TO ASK WHEN BUYING HOME INSURANCE

EXCESS

This indicates the initial amount of any claim
that you will pay before the insurer steps in. This
is a pre-agreed amount of money that you need
to pay to your insurer in the event of a claim,
before your insurer pays the rest of the claim. For
example, if the value of your claim is deemed to
be £600 and your excess is £100 - you will pay the
first £100 and the insurer will pay the difference,
in this case £500.

FLOODPLAIN

A floodplain is an area of land next to
a river, stream, lake, estuary or other
water body that is subject to flooding.
These areas, if left undisturbed, act to
store excess floodwater. If you live on a
floodplain, it might be more difficult to
buy home insurance.

HOME EMERGENCY COVER

Some home insurance policies will offer
home emergency cover, this is generally
an optional 'add on' to the main
product. Home emergency cover would
then qualify for 24-hour assistance and
cover for the cost of emergency repairs
to your home that could cause further
damage if not dealt with immediately,
events that could make your home
unsafe, or boiler issues which leave you
without heating or water.

NO CLAIMS
DISCOUNT

A discount you get if you
don’t make a claim on
the policy during the year
of insurance. This often
increases in size if you don’t
claim for multiple years in
a row.
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PERIOD
OF COVER
The period
for which you
are insured,
as detailed
on the policy
schedule.

EXCLUSIONS
Exclusions are
things that
your insurance
won't cover.
For example,
anything that
is the result of
wear and tear.

HIGH RISK ITEM

Certain items of property are defined
as 'high risk' by insurers and are
handled differently to general
contents. These tend to be valuable
possessions like antiques, jewellery,
works of art, cameras, etc.

POLICY
LIMITS

The maximum
the insurer will
pay out for any
single event or
item.

PREMIUM

The insurance
premium is the
amount you pay
for your insurance,
normally on an
annual basis (or by
instalments).

RENEWAL

The point at which you as a policyholder are
notified by your insurer that your insurance is
coming to an end. The insurer will provide the
price of the insurance for the next year and
invite you to insure with them again. Normally
terms will be issued at least six weeks prior to
your renewal date.

REBUILD VALUE

The cost to rebuild your home if
it’s completely destroyed by an
insured event such as a flood or
fire. The rebuild cost is different
from the market price and is
usually found in the lender’s
valuation.

SINGLE ARTICLE LIMIT

The maximum you can claim
on your contents insurance for
any one item that's damaged or
stolen. If you have items such as
art or jewellery, over this amount,
you may need to specify these
separately within the policy.

INSURED EVENT

An event, that is described as
being covered in your policy.

NEW FOR OLD COVER

This type of cover means you
will receive a brand new 'like for
like' replacement of your insured
item in the event of a total loss
claim.

PERSONAL POSSESSIONS
Personal possessions are
belongings such as cameras,
glasses, jewellery, mobile phones,
purses, tablets, wallets, and
watches that you normally wear,
use or carry during daily life.
Some policies will cover for these
items when they are away from
the home, or they may need to
be specified separately within
the policy.

SUBSIDENCE

The downward
movement of the
ground beneath a
building is called
subsidence.

VOLUNTARY
EXCESS

You may be able
to specify a higher
excess, known as a
voluntary excess, in
order to reduce your
premium.

SUM
INSURED

The maximum
amount your
policy will
pay out.

TRACE AND
ACCESS

Cover to detect, reach
and repair a leak, usually
water but some policies
also include gas leaks.

WEAR AND
TEAR

The decrease in
value of an item
or property due
to deterioration
over time.
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Remember there ARE NO SILLY QUESTIONS
WHEN IT COMES TO YOUR MONEY
WE ALL WANT TO GET OUR
FINANCES IN GOOD SHAPE

60%

		Over
of people
		
are actively looking to
		
reduce how much they
		
spend this year.

15%

And yet, only
said they would be
likely to seek help from a financial adviser.
Sadly, people are more likely to consult
friends and family to help them with
financial questions.

14%

say they plan to
And
reduce their spending or
improve their finances by
playing the lottery and gambling.

You're almost five times more likely to be
struck by lightning, 64 times more likely to
be crushed by a meteorite, and 4,000 times
more likely to win an Oscar!1
https://www.savethestudent.org/save-money/thingsmore-likely-than-winning-lottery.html

1

SO, WHAT'S
STOPPING YOU?

WHY YOU SHOULD
TALK TO A PROFESSIONAL

22% of people say they'd find speaking

A financial adviser will be able to advise
where you might benefit from some
financial protection or where they might be
able to get you a better deal. They typically
look at:

to a financial adviser overwhelming.

More than a quarter (26%) are not
confident in their understanding of the
jargon used to explain financial products
and services.
Almost 1 in 5 (19%) say they would be
put off from consulting a professional
financial adviser because they wouldn’t
know the right questions to ask - financial
advisers and brokers will happily answer
any questions - so there’s no need to worry
about talking to one.
When it comes to things people are
uncomfortable asking questions about,
finance is up there. Of the topics listed in our
survey, people find it most uncomfortable to
ask a question about:

9%
Politics

10%

Political
correctness

16%
Finance

2%

18%

Motoring

Medical/
health

Mortgage &
remortgage

Critical
illness

Life
insurance

Home/rental
insurance

Pensions

Income
protection

Investments

47% of people that have seen a

financial adviser said they would be likely
to have their finances reviewed with an
adviser again.
One area where you may not think of going
to an adviser for help is home insurance.
Almost half of adults (49%) think price
is the only differentiator between home
insurance products when actually insurance
products vary massively so it’s important
you get the right cover for your home and
family. If you want some help comparing
products, check out Defaqto.

IT'S OK TO SAY
YOU'RE CONFUSED

39%

say
In general,
they find themselves
apologising for not
understanding something
before or after they ask a question,
whether finance related or otherwise.
		
"A phrase I often hear is
		
"What is it?", "What is
		
home insurance?", "What
		
is mortgage protection?"
		
and so forth," says Laura
		
Reilly, Client Relationship
		
Manager and General
		
Insurance Specialist at
		Thames Mortgages.
So never worry about
asking for help! Experts
tend to have heard it all before.

SHE'S A
BIT OF AN
EXPERT!

defaqto analys
financial produces
and rates them ts
scale of 1-5 so on a
can quickly se you
comprehensive e how
product is and a
a better-informmake
ed
decision

SO10IF YOU'RE SERIOUS ABOUT GETTING YOUR FINANCES IN GOOD SHAPE, THEN CONTACT YOUR LOCAL ADVISER - AND REMEMBER THERE ARE NO SILLY QUESTIONS!
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more
things
to ask
youRself

2

WHAT ARE THE THINGS I
WANT TO KNOW ABOUT MY
HOME INSURANCE?
Purchasing insurance may
not be as fun as choosing tiles
or light fittings but a home
insurance policy is a financial
safety net that protects you in
case of a disaster. In a recent
YouGov survey though, almost
a fifth of people said they find
buying insurance products
overwhelming – and it’s no
surprise.
Whether it’s adverts on TV and
radio, social media campaigns or
well-meaning family and friends
dishing out advice, answering
the question of what you need
and even more crucially – where
to get it from, can be difficult.
The same YouGov research
also revealed that some people
(17%) are put off speaking to
professional financial advisers
because they don’t like speaking
to others about their finances
and almost a fifth admitted they
don’t feel they know the right
questions to ask.
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3

WHAT CREDENTIALS
DO I WANT IN
A PROFESSIONAL
ADVISER?
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Here, we’ve compiled a list of the top five questions we recommend you ask when
buying home insurance to ensure you get the right cover at a reasonable price.

1
2
things
to ask
YOUR ADVISER...
14

WHAT DOES A STANDARD HOME
INSURANCE POLICY COVER?
A standard buildings and contents
policy should cover your home's
structure and your belongings against
fire, flood damage and theft as a
minimum. However, every home and
insurer are different, so it’s vital to check
if any aspects of your home would be
considered non-standard or there are
exclusions in the policy that could leave
you without the cover you require.

HOW MUCH INSURANCE DO I NEED?
The right amount of cover is key – too
much and you could be overpaying on
your premium, too little and your home
may not be adequately protected. If you
think that your policy could be doing
either of these, then it’s worth speaking to
a professional who can actually give you
advice based on your circumstances. They
can help you identify your needs, provide
you with advice and complete insurance
quotes for products based on your personal
requirements.
In terms of buildings insurance, you’ll most
likely be asked for the rebuild cost of your
home. This is different to its market value,
the rebuild cost is the amount it would cost
to completely rebuild your home if it was
destroyed beyond repair. Therefore, this
shouldn’t be undervalued as your insurer
will use your rebuild cost to calculate your
claim – should the worst happen.
The easiest way to calculate the
appropriate level of contents cover is walk
round each room in your home and add
up the value of all the contents – including
outdoor furniture and belongings in
garages or sheds.

15

THE QUESTIONS TO ASK WHEN BUYING HOME INSURANCE

3

WHAT ARE MY POLICY LIMITS?
A sum insured is the maximum your
insurer will pay out if you claim – including
buildings and contents. Also, most policies
will have a single item limit – the most an
insurer will pay for one item. If the value
of an item such as art or jewellery exceeds
this set value, then you need to register the
item individually. Always check the policy
details to ensure that your valuables don’t
exceed the overall limit.

4
5

WHAT’S MY EXCESS?
When claiming you’ll be required to contribute
towards the cost of a claim, this is called an excess.
The insurer may ask for this up front before they
continue with the claim, or they may reduce
the amount they pay for a claim by the excess
amount. Insurers may differ in their approach so
it’s important to check with them when making
a claim. The amount differs between insurers and
different sections of your policy may also have
different excess levels, but it’s important to know
where you stand so you can be confident you can
afford to pay it should you need to claim.

WHAT DOES ACCIDENTAL DAMAGE COVER?
Accidents happen – that’s just part of life. What
matters is that you’re covered when they do. Adding
accidental damage to buildings insurance would
provide cover for unintentional damage to your
property, such as putting a nail through a pipe when
putting a picture on the wall or putting a foot through
the ceiling when up in the loft. Accidental damage
cover on contents insurance provides cover for a
range of unintentional events, such as spilling paint or
red wine on your couch.

Armed with these questions, you can improve the home insurance buying
process for both yourself and your adviser. All parties can feel confident that the
right policy is in place and you can enjoy your home safe in the knowledge that
you’re not going to be left at financial risk. Your adviser will also be aware of remortgage dates and renewal dates for your insurance, so be sure to ask them to
get in touch, when they are due. They’ll be able to tweak quotes and applications
for you as your grow into your home.

16

KEEP THOSE
QUESTIONS COMING

When sourcing home insurance through
a professional adviser, it’s vital that you
keep a clear line of communication before,
during and after a product is purchased
and a key part of this is question asking –
on both parts.
It’s an adviser’s job to glean as much
information as possible from a client to
ensure they offer appropriate advice and
suggest suitable products. It may feel
like you’re being asked to provide lots
of information but that’s exactly how it
should be! This approach is a time proven
way of making sure they recommend the
most suitable products.

Did you know?
Over

Almost

Around

of people
apologise
before
they ask a
question

of people
are put off
seeing a
financial
adviser

of people are
embarrassed
to ask
something
obvious

33% 20% 10%

Ask as many questions as you need and
never worry about sounding silly. Whether
it’s checking out an adviser’s credibility by
quizzing them about their experience, getting
to grips with the market or ensuring you’re
clued up on exactly what a product or service
will offer and cost you - ask, ask and ask
some more!
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Advisers
are here
to help
GUIDED BY THE STARS

There are lots of home insurance
products available, so finding the
right one can feel challenging. In
amongst all the small print used in the
documents and policies, it can also be
hard to understand the details and the
differences between products.
If you read all the details, it often
throws up more questions than
answers. How do you compare them?
How do you know what’s important,
what’s not? And do you have the time
to do it?
This is where Defaqto’s experts can
step in. They've done all the hard work
for you, researching, and analysing the
terms and conditions for every home
insurance product on the market.
Defaqto rates products on a scale

18

of 1 to 5 based on the quality and
comprehensiveness of the features
and benefits they provide. A 1 Star
Rating indicates a product with low
levels of features and benefits. A 5 Star
rated product is one of the highest
quality offerings in the market.
Their experts rate 12,000 financial
products, including: 8,000 home,
motor and travel insurance policies;
over 1,500 other insurance policies;
over 500 current accounts and credit
cards; 1,000 life and protection policies
and over 600 wealth and pension
products.
Defaqto Star Ratings are a great
place to start when looking for Home
Insurance and are even used by
Financial Advisers to help ensure that
you get a product most suitable for
your needs.

When feeling unsure about purchasing
a service or product, only 15% of
respondents in a recent YouGov survey
said they would seek the help of a
financial adviser or broker, while almost
a quarter said they didn’t think they
needed advice. Despite this, less than half
feel confident that they understand the
jargon used to explain financial products
and services.

DO YOU WANT A QUALITY
PRODUCT OR A CHEAPER
PRODUCT?

We've all been conditioned to love a
bargain but cheap may not give you the
most appropriate cover for your needs.
Therefore, it’s vital you don’t treat buying
insurance as a tick box exercise. By
seeking professional support, you can
bust myths, boost your confidence and
keep yourself out of deep water.

So, how does buying through an adviser
compare to the internet? Well, quite
simply, it doesn’t. First of all, advisers
don’t compare price – rather it’s the
quality of the product that’s a priority. The
biggest differentiator is that an adviser
will find out what you actually need, so
it’s less about price and more about value
for money.
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Price comparison – it’s all in the name.
Consumers who have used one of these
sites will often say that ‘it’s all about price.’
That’s not the case but when it comes to
insurance, the benefits of paying more
aren’t always obvious.

Now for the biggest client
misconceptions around the internet:
• It's easy
• It’s secure
• It's cheaper
• All policies are the same
• Insurance doesn’t pay out anyway
None of these are strictly true and only
by dealing with a professional can you
be 100% sure that you have the correct
policy in place and won’t be left open to
financial risk.
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FINAL
THOUGHT
Asking questions is a uniquely
powerful tool for unlocking value; it
spurs learning and the exchange of
ideas, fuels innovation builds rapport
and trust. So, next time there’s a
question on the tip of your tongue,
go ahead and ask it. After all, if you
don’t ask, you’ll never know – and
remember, there’s no such thing as a
silly question!
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*All figures, unless otherwise stated, are from YouGov Plc. Total sample size was 2059 adults.
Fieldwork was undertaken between
1st-4th April 2022. The survey was carried out online. The figures have been weighted and are
representative of all UK adults (aged 18+).
This guide has been produced by Paymentshield Limited (registered number 02728936) which is
a company registered in England and Wales at Paymentshield Limited, Southport Business Park,
Wight Moss Way, Southport PR8 4HQ. Authorised and regulated by the Financial Conduct Authority.
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