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LEWIS: Holidays, cars, houses, loans, health, pets, even life itself. There seems to be 

no aspect of our existence that doesn’t have an insurance product available for it and 

the topic for today’s Money Box Live is indeed insurance - or protection, as the 

insurance industry would prefer us to call it. The industry’s under pressure at the 

moment. Last week the Competition Commission said we were being overcharged by 

£1.4 billion a year for Payment Protection Insurance, which is supposed to help pay 

for loans or credit cards if we fall ill or lose our job. It emerged recently that hundreds 

of insured households in Northern and Western England are still not back in their 

homes after last year’s flooding and the Chairman of the Association of British 

Insurers warned recently there must be investment on flood defences and drainage if 

the industry’s to continue insuring homes against flooding. As we all feel the pinch 

from higher food and fuel prices, insurance is often the first thing we cut back on. 

Recent research by Swiss Re indicates that sales of many kinds of insurance are in 

decline. At least two major insurers in Britain have announced job cuts in the last 

week. Or perhaps you’re looking for travel insurance for that summer holiday. New 

rules on how it’s sold with holidays won’t begin in time to help you this year, so how 

do you make sure you get paid out if your baggage goes missing? So is insurance 

worthwhile? What price should we pay? And how do we find the best, not necessarily 

the cheapest, deal for our money? Whatever your question, you can call Money Box 

Live now - 08700 100 444. And with me today to answer your questions about 

insurance are Hayley Parsons, founder of the insurance comparison website 

Gocompare.com; Peter Staddon who’s Head of Technical Services at the British 
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Insurance Brokers’ Association; and Malcolm Tarling from the Association of British 

Insurers. And the first question is from … someone whose name I cannot see. I beg 

your pardon, it’s Jane. (laughs) Just at that moment, Jane, my computer screen went 

blank. I do apologise. Your question for the panel? 

JANE: Good afternoon. I have a 15 year old daughter who’s travelling to Florida in 

July and August for 3 weeks. She’s going with her friend and her friends’ family and I 

can’t get insurance for her. She can’t be covered as part of their package because 

she’s not a member of their family and I can’t cover her because I’m not going and 

she’s under 18.  

LEWIS: Right, bit of a catch-22. Malcolm Tarling? 

TARLING: Jane, travel insurance should be available to cover your daughter. 

There’s no reason why you can’t get travel insurance to cover groups whether or not 

those groups are related. I suspect the problem here, without knowing the full 

circumstances of this, is that the policy may have been taken out in connection with a 

travel arrangement taken out by a tour operator or travel agent and the insurance may 

be sort of part of that package; whereas if you buy a stand alone policy, which are 

available from price comparison websites and insurance brokers, many on the market, 

I can see no reason why your daughter could not be covered under such a group 

policy. 

LEWIS: Peter Staddon? 

STADDON: Yes, Jane. I think if you actually buy an annual policy yourself for 

yourself and your family, quite often these policies will allow you independent travel 

- so obviously, as Malcolm rightly points out, you need just to check the way that this 

was sold, who it was sold buy, etcetera. And may I suggest you contact somebody 

like Manor Insurance. They’re down in your neck of the woods and I’m sure that Ian 

would be only too happy down there to arrange the cover for you. 

LEWIS: So either Jane has got to take out a policy for her whole family, which 
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would include her daughter. Daughter can then go off with friends and be insured. Or 

the family that’s taking Jane has to insure a non-related group. Is that right? 

STADDON: Well obviously Jane and her family can arrange their own insurances for 

themselves, but there’s no reason why Jane’s daughter should not be able to go out 

and get travel insurance because she does have an exposure. She can lose items and 

obviously she does have the medical exposure, so she should be able to get the cover. 

LEWIS: Hayley? 

PARSONS: Yes, Jane, in this case I would say you need to take to the telephone 

rather than search on the Internet and speak to specialist insurance brokers. There is a 

provider called Pulse Insurance and they specialise in providing travel insurance and 

other general products for people that are considered more high risk in the insurance 

industry. With your daughter just being 15, she might fall into that category. 

LEWIS: Jane, can I just ask you before we leave this, who told you that she couldn’t 

be insured? 

JANE: The people she’s going with said that they couldn’t insure her as part of their 

package. 

LEWIS: Ah, right. So it may be that if you can take out independent insurance 

through one of these routes, that may solve the problem. 

JANE: It sounds like it, yes. 

LEWIS: Okay, Jane, thanks very much for your call. We’ll move on now to Stephen 

who’s calling us from Merseyside. Stephen, your question? 

STEPHEN: Hello. Well, yes, it’s more of a warning as well as a question really. I 

went blind a couple of months ago and applied to have my PPI paid by AXA as part 
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of the Capital One card that I had. 

LEWIS: This is Payment Protection Insurance on the interest payments on your 

credit card? 

STEPHEN: Absolutely, yes. I also had two other cards - one with Norwich Union, 

one with St. Andrew’s. They went in, no problem at all. However, Capital One 

informed me that they wouldn’t be able to pay me because at the time I stopped 

paying my card, I wasn’t working. Now I don’t think anyone would be aware of that 

fact - that if you were suddenly unable to pay your contributions if you weren’t able 

to pay them through redundancy or sudden illness if you were in paid employment. 

I’m sure they wouldn’t be aware of that. 

LEWIS: Sure. And of course Payment Protection Insurance, Malcolm Tarling, very 

controversial. It’s been condemned by a number of groups and the Competition 

Commission said we were being overcharged by £1.4 billion a year. People like 

Stephen often do come across problems like this, don’t they? They can’t make a claim 

on something they’ve paid for. 

TARLING: Well, firstly, I wouldn’t say it’s been condemned by everybody. I think 

what … 

LEWIS: (over) I said it’s been condemned by various groups. 

TARLING: What I think we need to be clear about is providing it’s sold properly and 

structured well, it’s a good product for the right person in the right circumstances. 

Now getting back to this particular point, I suppose the crux of the matter is were you 

in paid employment when you took the policy out? Obviously if you weren’t 

employed when you took the policy out and the policy covers you for being made 

unemployed, then it’s questionable whether you should have had the policy in the first 

place. You may have a justifiable route back to the insurer or the Financial 

Ombudsman. 
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STEPHEN: When I took the credit card, I was in paid employment. It was 8 years 

ago and I’ve only been unable to work since this happened. 

LEWIS: It is very strange, isn’t it, because normally this pays out when you lose your 

job, so they can hardly say you can’t be paid because you’re not in work? 

TARLING: Well the whole point of Payment Protection Insurance, as you rightly 

point out, is it covers your loan repayments if you’re made unemployed or become 

seriously ill and obviously if you become incapacitated, very severely so, so you 

would expect the policy to pay. And it’s interesting that the other two policies that 

you mentioned both appear to be dealing with your claim in full. 

STEPHEN: Perfect. 

LEWIS: I suppose one route, Peter Staddon, is the Financial Ombudsman Service 

because the claims on PPI have gone up hugely in the last year - five or six times, I 

think? 

STADDON: Yes, unfortunately it’s items like this that gives the PPI market a bad 

name. Certainly in the mortgage protection side, they’re doing really good jobs and 

it’s a very good product. But obviously, as Stephen’s actually pointed out, there are 

some real issues here. I think, Stephen, what you need to do is ignore Capital One. Go 

straight to the Chief Executive of AXA and say that this is not fair, this is not right. If 

it is appropriate, then it was mis-sold. And, as has already been pointed out, go to the 

insurance ombudsman if you can get no joy whatsoever from AXA. 

LEWIS: Yes, I mean I must say we’ve had a number of emails on this. Somebody 

purchased a van and was told he had to buy Payment Protection Insurance, which of 

course you don’t. Somebody says his niece was mis-sold PPI again on a car … that 

was on a car hire deal. And somebody had Payment Protection sold to them on 

several credit cards, which they say they didn’t want. I mean there are these problems. 

What can people do, Malcolm, if they do want to make a claim for mis-selling? 
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TARLING: Well I think the important point is to go back a stage. You know 

Payment Protection Insurance is a good product for the right person in the right 

circumstances. It’s not going to be the right product for everyone. What is important 

is that if you are entering into a loan agreement, make sure you’ve got financial 

protection should you become unemployed or seriously ill so that you can keep those 

payments up or they can be paid for you. The important thing, I think, is when you’re 

taking out any loan agreement is not to rush to sign to take out insurance but to 

consider all your options. Don’t be persuaded by a salesperson, no matter what 

they’re selling, to take out insurance. Take a step back. Read the literature that you 

should be given that explains what your options are. Buy the product providing it’s 

right for you. 

STADDON: One point you must remember, of course, is that the Financial Services 

Authority, the FSA, have been looking at this because, as you rightly pointed out 

Paul, the Competition Commission is very upset about the way that this product has 

been sold. 

LEWIS: Well they’re concerned about the overcharging as they see it. 

STADDON: Well there’s also other factors in there as well - certainly the way it’s 

been sold and other factors. But the point being is if they are saying that if you want 

this loan you need to take the insurances out; then say fine, don’t mess around, 

straight to the FSA because that should not happen. 

LEWIS: No. And there are links on our website, which is bbc.co.uk/moneybox, to 

various organisations that will help you put in a claim if you want to try and claim 

compensation for PPI that you think was mis-sold. And we’ll move on now to the 

next question. Thanks for your call, Stephen. Sorry, I should have said thank you at 

that point. Susan is next from Surrey. 

SUSAN: Oh good afternoon. I wonder if you can help me get insurance for a friend of 

mine that helps me. I run a cleaning and hygiene supplies business, so there’s a lot of 

heavy goods to carry. And he just helps me two days a week, but because he’s 73 we 
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can’t get insurance for him to drive the van on business. And please don’t say use a 

broker because I’ve insured my van through a broker for the last … well since 1985 

and they can’t help. 

LEWIS: Thank you, Susan. When we were talking about your call earlier, everyone 

of course did say exactly that (Susan laughs) but let me see if Hayley Parsons has 

something else to say. Hayley? 

PARSONS: Hello, Susan. I certainly think we can help you on this. At 

Gocompare.com, we actually have a comparison service for commercial vehicles and 

we list over twenty insurance providers, most of which are insurance brokers. But you 

can put all your details in; we’ll come back with a whole list of prices for you. Now if 

for some reason, we don’t come back with a list of prices for you, just email us and 

we will then send you a list of providers that will cater for you over the telephone. 

SUSAN: They say that because he’s 73, he’s too old. 

PARSONS: No, there shouldn’t be a problem with his age. It might be something 

more to do with the occupation, the use of the vehicle, but I can’t see any reason why 

you’re not getting quotes to be fair. 

SUSAN: Well, not to carry toilet rolls and the like, it’s not difficult  

PARSONS: No indeed, indeed. 

LEWIS: Peter Staddon, I mean you represent insurance brokers. And without saying 

go to a good broker, which of course is always good advice I’m sure, is there a 

problem with people - older people, should we say, people beyond normal retirement 

age - getting work related driving insurance or vehicle insurance? 

STADDON: I think it’s fair to say there is a perceived problem. Certainly I know the 

Treasury are currently looking at this issue - I know, I’m sitting on the working party 
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with them - and of course when somebody’s 72, 73, 74, then they do see a problem 

with it. In fact at BIBA, we actually have an employee who is 75 and he’s a really 

good guy and works very hard, so I think you need to make sure that you’re going to 

the right conduit to find this appropriate cover. 

LEWIS: Yes, I mean I suppose the industry has to catch up with employment law 

because of course you can’t get rid of someone just because of their age unless you 

have a retirement policy. 

TARLING: Yeah you’re right, Paul - we do have to make sure we comply with 

employment law and we want as an industry to ensure people … and particularly the 

government are keen to encourage people to work as long as possible in certain 

occupations. I think one thing to point out here is insurance companies claims 

experience shows that the older you are, the more likely you are to make a claim; and 

on average the higher the cost that claim is going to be. 

LEWIS: But surely that’s not always? 

TARLING: Well no, no. 

LEWIS: A 20 year old isn’t more likely to make a claim than a 17 year old. 

TARLING: Well there’s not much difference. But if you look at the claims ratio as 

far as insurers are concerned, once you get past age 75 the likelihood of you making a 

claim goes up significantly and the cost of that claim rises as well. Having said that, 

that should not preclude people being able to get motor insurance, travel insurance, 

indeed just about any type of insurance until their late 70s. 

SUSAN: Does it make a difference that he only works two days a week for less than 

10 hours? 

TARLING: I don’t think that would make a difference. I mean you could argue he’s 
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a better risk because he’s spending less time on the road. 

LEWIS: Okay. Well, Susan, thanks very much for your call. Interesting issues raised 

there and it does sound as if a bit of assistance is required - (laughing) perhaps I 

should say until the insurance industry catches up with employment law. Malcolm’s 

sort of looking slightly resigned and nodding at that point. Thank you for your call, 

Susan. We’ll move onto Jaz now in Brighton. Your call? 

JAZ: Oh hello, good afternoon. I hope you can help and you’ll forgive me if I say 

that … after I’ve described the incident and problems I’ve had with the insurance 

company, you might consider that there’s a market for insurance against insurance 

companies ironically. 

LEWIS: A nice thought, Jaz. But what’s your problem? 

JAZ: Okay, the problem is I had an accident about 9 months ago in September, which 

was no fault on my part. It’s now 9 months and we have been in dispute with the 

insurance company about the market valuation of my car, which was written off. Now 

I’ve sent evidence to challenge the valuation that’s been put on it. I mean it’s a Golf 

Diesel, which they valued at £400, which, looking through various adverts, is not 

possible to get for less than about £1400. I’ve also written to the Financial 

Ombudsman Service who have written to …- this is Tesco Insurance and I think the 

underwriters are the Royal Bank of Scotland - but I’ve heard no reply and I’ve had to 

contact the Financial Ombudsman Service again. 

LEWIS: Okay. Jaz, I think we’ve got the point. They’re saying the car’s worth £400; 

you’re saying it’s worth more like £1400 to replace on the market. 

JAZ: Yes. And I’ve not heard from them. 

LEWIS: Right. Okay Peter? 
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STADDON: I do find, Jaz, this is very strange that it’s taken such a long time. I 

actually wrote my car off some time ago. It was 13 years old, 165,000 miles on the 

clock, and I got over £900. I think what you need to do … 

LEWIS: They knew who you were though, Peter. 

STADDON: Well absolutely right. But I think what you need to do, Jaz. You will get 

regional variances and in fact if you actually pop along - you’re in Brighton - Ian 

Mantel in Manor is not too far away from you. Pop in and have a chat with Ian. Try 

and get a copy of Glass’s Guide and he will give you an indication of what this car is 

actually worth. 

LEWIS: Glass’s Guide is the secret document that insurance companies use to value 

vehicles that we can’t buy, isn’t it? 

STADDON: Yes. But if you know someone who’s got it, I’m sure Ian would … 

LEWIS: (over) Malcolm shaking his head. 

TARLING: It’s a document used by the motor industry. It’s nothing secret as far as 

insurance is concerned. 

STADDON: But it would give you an indication of what your vehicle is actually 

valued. Remember what we’re trying to do is find a replacement. 

LEWIS: Yes he has to replace it, doesn’t he, that’s the point; and if Jaz can’t buy a 

replacement for that vehicle at that age for the money he’s offered, what does he do? 

Malcolm, what does he do? 

TARLING: Yeah, I’ve no idea why it’s taken 9 months to settle. It amazes me; these 

claims are nine times out of ten pretty straightforward. But there’s a big, big 

difference between £1400 and £400, so there’s obviously some discrepancy here. It 
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should be … 

JAZ: Well … 

TARLING: Jaz, sorry, it should be fairly straightforward. You supply the insurance 

company with evidence to support your valuation of the vehicle. If they offer you an 

amount of money that doesn’t enable you to go out and buy a similar model - and it’s 

similar model bear in mind - in your locality, go back to them and get the Financial 

Ombudsman Service on the case … 

JAZ: I’ve done that. 

TARLING: … and chase the FOS up if they haven’t replied to you. 

LEWIS: But, Jaz, you’ve done that, haven’t you? 

JAZ: I’ve sent them evidence. I sent them three adverts which were much higher and 

I said, look, I’m quite happy to compromise and accept £1,000. So it’s not as if I’m 

trying to squeeze as much out of them. 

LEWIS: Right. I mean, Jaz, we do come across this quite a lot on Money Box Live. 

Listeners ring in with a problem, the panel says that shouldn’t have happened. But it 

has and it’s how you break through that barrier. And I’ll come to a number of emails 

on similar lines in a moment. Hayley? 

PARSONS: Jaz, can I just ask, have you made an official complaint about this? 

JAZ: Yes and I’ve got a letter dated 11th October from the Financial Ombudsman 

Service saying that UK Insurance Limited should reply within 8 weeks. Well it’s now 

6 months. I’ve even re-taxed the car while it’s been sitting outside for another 6 

months. 
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PARSONS: Have you made an official complaint direct to UKI? 

LEWIS: UK Insurance? 

JAZ: UK Insurance Limited. No, no. Well I sent them a long, two page letter back in 

September.  

STADDON: Jaz, it’s Peter Staddon again. May I suggest you write a letter to Walter 

Merricks who’s the Ombudsman … 

LEWIS: He’s the Chief Ombudsman. 

STADDON: He’s the Chief Ombudsman. Write to Walter. He’ll be horrified that it’s 

taken this amount of time. 

LEWIS: Okay, I think that’s all we can say, Jaz. We all seem to think it shouldn’t 

have happened, but it is. But you just have to persist with the Ombudsman if that’s 

where your complaint is. I have to say though we’ve had a few emails along these 

lines. Janet wrote to say her father sadly died in an accident last January - that’s 

January 07 - and his insurers still haven’t paid out the claim 18 months later. And 

another emailer, Andrew. His car was driven into by someone in the middle of the 

night outside his house. They did track down the person and, again, still not had a 

result and now his premiums have gone up. I mean people do seem to be having great 

problems with delays, Malcolm. 

TARLING: Yes and it shouldn’t happen. I mean it’s not in insurance companies’ 

interests that claims are not dealt with as quickly as possible. And of course we don’t 

hear on this programme - understandably - about the 95% of claims that go through 

quickly and smoothly. We hear about the 5% where there are problems and, 

understandably, because that’s how we’re judged as an industry. We’re judged not on 

the claims that we settle, but how we deal with the claims when things go wrong as 

they do. And, as I say, that last particular issue, we were all sitting around the table 

12 



 

shaking our hands saying it shouldn’t have happened, but you know problems do arise 

from time to time, nobody’s perfect, and what I think … the only thing I can say by 

reassurance is that the insurance industry’s acutely aware that it needs to get it right 

and it needs to make sure that when there are problems, it resolves those problems as 

quickly as possible and it’s held to account if they don’t. 

LEWIS: Okay. Well I’m sorry we can’t solve your problem, Jaz, and those others, 

but there does seem to be some that do take longer than they should. But just persist, 

particularly with the Financial Ombudsman Service. Let’s move onto Margaret now 

who’s calling us from Leeds. Margaret, your question? 

MARGARET: Well I live in a flat, a two bedroom flat that I own, and the insurance 

for the building is paid as a group thing. But when it comes to insuring the flat, I’m 

wanting to insure the contents of the flat, it’s exactly what do they count as contents 

and what do they count as part of the building. For instance, if the kitchen was burned 

out and all the units had to be replaced, would I have to replace them or would that be 

part of the buildings insurance? 

LEWIS: Okay, well that’s an interesting question. Peter? 

STADDON: I think, Margaret, the easiest way to look at this is to say what would 

you take with you if you moved … 

MARGARET: I see. 

STADDON: … and that’s always a very good starting point. Obviously when you 

start thinking of kitchens, you start thinking about fixtures and fittings and that should 

be included within the buildings. When you start looking at laminate floor, it’s a little 

more difficult. I mean I don’t want to get too technical here, but basically have a look 

around to see what it would cost you to replace everything that you would normally 

take away with you if you moved. Then talk to the building insurance company and 

say look, will you include fitted wardrobes, will you include items of this nature like 

the kitchen, etcetera, to make sure that you don’t have a gap. 
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MARGARET: So there could be a gap? 

STADDON: There could be a gap. It will be dependent upon the insurance 

companies because each insurance company will have their own way of looking at 

things. 

MARGARET: I see. 

LEWIS: And, Hayley, people do wonder, don’t they, how much they should insure 

things for and sometimes you’re just asked how many bedrooms have you got and 

there’s a fixed amount or you can add everything up in a laborious way? 

PARSONS: That’s right. I was just going to say as a general rule to which is classed 

as buildings and which is classed as contents, if you were to turn your house upside 

down and shake it about, everything that would move would be contents and 

everything that stays still is buildings. 

MARGARET: I see. 

STADDON: But the anomaly of that of course is the aerial on top of the roof and 

that’s content. 

LEWIS: (laughs) Even though it’s not in fact inside the property. Thank you for that, 

Peter. I knew there’d be some catch. Anyway, I hope that sorts it out, Margaret. 

Thank you very much for your call. We’ve had a number of buildings questions and 

there’s just one that I know comes up almost every time we do this programme. 

Somebody has their house, the building insured, not the contents, and says the value is 

- this is Nick - is way below the market value of the home. Is that right? 

TARLING: What’s right is that you get your buildings insured for the cost of 

rebuilding if they need to be rebuilt from scratch and that very often will not be the 

same as the market value. So don’t worry about any difference between the market 
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value of your property and the rebuilding cost. As long as you get the rebuilding cost 

right, then you’re going to have the full protection of your buildings insurance. And if 

you’re uncertain what that should be, talk to your buildings insurer, a local chartered 

surveyor or a civil engineer who will give you a figure that you can use to base your 

buildings insurance sum insured on. 

STADDON: And don’t forget, of course, that you have the value of the land itself, so 

that can actually artificially inflate the cost. 

LEWIS: Okay. And there’s another old question that we seem to get all the time. 

Mark has sent it for this particular programme. He’s bought a house that has been 

underpinned. It had subsidence and he now finds a) the insurance premium’s gone up 

a lot; and b) he can’t move to another insurer. Peter? 

STADDON: Yes, previously underpinned properties - or PUPs, as it’s called in the 

system. There’s a company called Bureau. They actually write this all the time. What 

tends to happen is you will have a report and then you go into the system, into the 

PUP system, and after a number of years you come back into the mainstream. It is 

readily available if you know the right markets. 

LEWIS: Yes because as Mark says, and I’m sure people feel, now you’ve got sort of 

fifty tonnes of concrete under the house, it should actually be more secure than it was 

before. 

STADDON: Absolutely right. Unfortunately it means the other end of the building 

starts to tip … (laughter) 

LEWIS: Yes, yes, and the trees are causing the problem … we know all that. Okay, 

we now move onto our next caller who’s in Swindon and the name is Dutch. Your 

question? 

DUTCH: Yes, good afternoon. I put a first claim in in 25 years on 20th July last year. 
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I then got flooded out again a week ago tomorrow. The first claim is still ongoing. 

The insurers have offered me £7,000 and I have estimates for over £30,000 plus VAT, 

and they’re basically saying take the £7,000 or we’ll close the file. 

LEWIS: Doesn’t sound like very good customer service, Malcolm. 

TARLING: Hold on a second here. I think what should be happening is providing 

your sum insured reflects the rebuilding costs of your property, the insurers will deal 

with the full cost of repairing the property. That’s the way it should work. Obviously I 

don’t know the circumstances of the loss. I do know that badly flooded out properties 

can take a long time, a year or more in some cases, to fully dry out; and it’s only then 

that you can fully assess the damage. But I would expect that providing your sum 

insured is adequate that the insurance company will deal with the full cost of repair. 

There may be some problem with the repair. It may well be a case that you need to, 

after referring to the head office of the company if you’re unhappy, is a telephone call 

- as we said earlier - to the Financial Ombudsman Service to get this matter resolved. 

LEWIS: Have you made a complaint about this, Dutch, or are you just at that stage 

now? 

DUTCH: Well to cut a long story short, as you can imagine I became Mr Angry, so 

they didn’t want to deal with me. They asked for someone else to act on my behalf. 

But what I’ve had to do at present is I have a friend who’s a solicitor and we’ve 

actually got a chartered surveyor working now who’s quite expensive. Having said 

that, when I had a second opinion they sent someone else from the insurers. These 

people aren’t qualified. They don’t have letters after their names, they’re not 

chartered. And well what did I expect - professional loyalty, one standing by the other 

to give the same total sum of £7,000 when I actually have estimates here for plus 

£30,000 and the VAT. 

LEWIS: Okay, Malcolm, I mean this does seem on the face of it - we don’t know the 

details - but it does seem extraordinary that Dutch is saying he’s got estimates for 

£30,000 and he’s being offered £7,000. 
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TARLING: Well again providing your sum insured is adequate, the insurers should 

pay for the costs, the full costs of repairing or replacing the property that’s been flood 

damaged. Now there quite clearly here, again without going into the ins and outs of 

this particular case, seems to be a problem regarding the insurance estimate of the 

insured damage and your own estimate of the damage if you like. As I say, I can only 

repeat what I said earlier. If you’re unhappy with what’s happened, a complaint to the 

head office of the company and then possibly the Financial Ombudsman Service to 

try and resolve this problem. 

LEWIS: And I think now you’ve got a solicitor working you, Dutch, that’s probably 

the best thing and there are procedures which I’m sure he or she will be aware of to 

take this further. We have to move on because it’s nearly the end of the programme. 

Mo is calling us from Bristol. Mo, your question? 

MO: Oh hi, good afternoon. My question is that we’ve got a conservatory which is 

about 6 or 7 years old. A few months ago, I was cleaning the conservatory with some 

hot, soapy water and I noticed the day after that the water had actually started seeping 

in between the glass. And we kind of ignored it for a few months and I think it was 

about two weeks ago about four panes of glass have actually blown, as they say. And 

I rang up Bradford & Bingley and asked them if that was covered by the insurance 

and they sent someone round. And I explained that you know the glass is awful, panes 

of glass actually went the day after I cleaned the conservatory … 

LEWIS: Mo, I think we’ve got the point. They’re saying it’s wear and tear, I 

presume, instead of damage that’s insurable. I’ve got to cut you off because we’ve got 

to get an answer and then it’ll be the end of the programme shortly. Malcolm? 

TARLING: Very quick answer for you. Insurance is designed to cover you normally 

for sudden and accidental acts that are specified in the policy. To get a claim, you 

would have to show that the damage was caused by what’s called an insured peril. 

Something that occurs gradually, wear and tear as we just mentioned, is not normally 

covered, I’m afraid. 
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LEWIS: Peter? 

STADDON: Yes, I think I’d agree with that. Obviously if they’ve come around, 

they’ve looked at it, they understand the situation - so quite clearly it is wear and tear. 

LEWIS: And you’re not generally insured for that. 

STADDON: Absolutely. 

LEWIS: It’s against things that happen that you can’t expect. I must say thank you to 

Mo from Bristol. We’ve got to end it there. And I’m going to say thank you also of 

course to our guests: Peter Staddon from the British Insurers Brokers’ Association; 

Malcolm Tarling from the Association of British Insurers; and Hayley Parsons, 

Gocompare.com. Thanks to you for your calls and emails. You can find out more 

about insurance from the BBC Action Line - 0800 044 044; our website, 

bbc.co.uk/moneybox, where you can listen again, download a podcast, and in a couple 

of days even read an old-fashioned printed transcript. I’m back at noon on Saturday 

with Money Box and here to take more of your calls on Money Box Live next 

Monday afternoon. 
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