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ALEXANDER: Hello. With flooding and heavy rain affecting large parts of the UK, 

today’s Money Box Live expert panel will be taking your questions on the financial 

loss from floods. The biggest damage has been done to homes and property. Do you 

know what you can claim on your insurance? Or perhaps you’re wondering how your 

premiums will be affected in the future? You may have had to cancel a holiday 

booking or paid for tickets to an event that’s been cancelled and want to know 

whether you can get your money back. So whatever your question, why not call 

Money Box Live now on 03700 100 444? With me today to answer your questions 

about flooding are Aidan Kerr from the Association of British Insurers; Julia Durham 

from Citizens Advice, who’s in our Cardiff studio; and Mary Dhonau, Chief 

Executive of the Know Your Flood Risk Campaign, and who herself has had to deal 

with a flooded home on several occasions. And, Mary, you’re in our Worcester studio 

today because you’ve been visiting Kempsey which has been flooded. 

DHONAU: Yes that’s true. I’ve been contracted actually to work and support the 

victims of flooding in Kempsey by the Environment Agency. 

ALEXANDER: And what sort of problems have you seen people having to deal with 

there? 

DHONAU: Well, unfortunately, they were not prepared through no fault of their own 

for being flooded. This village has been flooded over twenty times and, sadly, has 
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been given the name of the worst flooded village in the country. 

ALEXANDER: And it’s the River Severn that runs through it, isn’t it? 

DHONAU: It is the River Severn. And sadly the Flood Alleviation Scheme for some 

technical reason failed and there is a major investigation taking place as I speak to 

find the cause. So these people obviously who are used to preparing for flooding had 

not prepared and they woke in the middle of the night to find themselves sort of knee 

deep and more in water. One family I spoke to had to escape (and the children had 

downstairs bedrooms) literally via a boat in their boxer shorts and nothing else in the 

middle of the night. 

ALEXANDER: Goodness. 

DHONAU: And really for the fir… I’ve worked with flood victims and been one 

myself for 12 years now, and this is the first time I can honestly say that I’ve seen 

terror on the face of people. And the reason they’re terrified is they’re … I mean 

people have been crying on me and this is honestly what they’ve said - that they are 

scared that they are no longer going to get insurance cover and their house is going to 

be blighted and they’re going to lose every bit of financial investment they’ve made 

into their property. And literally terror and it’s the first time I’ve seen that. 

ALEXANDER: Aidan Kerr from the Association of British Insurers, when you have 

people calling up when their home has just been flooded, I mean people must be in a 

very distressed situation? 

KERR: Well it’s an awful situation to be in. It really is distressing. The insurance 

industry knows how important flood cover is for these sort of people and, without 

going into too much detail, that’s why we’re in very intense discussions with the 

Government to try and make it so flood cover for the foreseeable future will remain 

available and affordable for such people because we know just what kind of safety net 

it is. But that’s one side of it. The terror of flooding, the devastation, just the sheer 

experience of going through a flood is truly awful. 
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ALEXANDER: And do you genuinely think people’s fears could be realised; that if 

you’ve suffered a bad flood, that you might struggle to get buildings insurance with 

flood cover in the future? 

KERR: Well the first thing to say, one flood, one claim does not mean that you won’t 

be able to get cover. It’s based on a whole load more factors than that. If you’re 

making a claim if you’ve been flooded, it doesn’t mean that you won’t be able to get 

insurance or it doesn’t necessarily mean that the premiums will go up. More widely, 

the issue is making sure that flood insurance is available for the 200,000 or so people 

who may struggle to have affordable and available flood insurance beyond June 2013 

next year. 

ALEXANDER: Let’s go straight to the line. Stuart is on the line in Purley on 

Thames. Stuart, what’s your question? 

STUART: Well just listening to what your speaker was saying about getting 

insurance, I live alongside the River Thames and every year I have to try and get 

insurance for the property because insurance companies don’t seem to value loyal 

customers anymore, so I have to use comparison websites. And I find perhaps two or 

three companies that are suitable or seem to be suitable. I then tell them that we live 

in a particular postcode area and almost immediately they say, “Oh sorry - no bad 

luck, we can’t cover you” and then I have to shop around. And eventually I will 

always find somebody certainly, but I can’t understand why it is bearing in mind that 

having lived here for almost 20 years, we’ve never, ever had to make an insurance 

claim for the property. Right now my house is surrounded by eighteen inches of 

water, which is pretty normal for a flood. It never comes in the house. The garage has 

got a few inches of water in it, but, so what, you get used to it. But you can’t explain 

that when you speak to the insurance companies because probably you’re speaking to 

a kid in a call centre somewhere who’s simply looking at your postcode and says 

“Sorry mate, computer says no”? 

ALEXANDER: Aidan Kerr, the computer says no? 
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KERR: Yeah Stuart, hi.  

STUART: Hi. 

KERR: It’s a really difficult situation. The first thing to explain: comparison websites 

and the automated way that insurance companies go about things, that keeps 

premiums low for as many people as possible; and for the vast majority of people that 

works very well, keeps their premiums as low as possible, it keeps a very competitive 

market. But there is a minority of people who live near a river, live near risk of 

flooding, have all sorts of different characteristics about where they live, which means 

that the comparison websites just won’t work for them because they work in an 

automated system to keep costs as low as possible. 

STUART: Yes. 

KERR: So what I would suggest is well firstly ring up insurers and explain the 

situation. And another thing to remember is that flood cover is included as a standard 

part of home insurance at the moment, so your mainstream insurers will not want to 

decouple that because they want to be able to cover any kind of peril that the 

customers have. So what I would suggest if that doesn’t work, go onto the British 

Insurance Brokers’ Association website. They have a find a broker service and they 

have certain brokers there that specialise in flood risk. And they will understand that 

you know you are in a position that would look on the Environment Agency’s map 

that you’re at flood risk, but in reality you may not have a risk of flooding; and they 

will be able to put you in touch with a specialist broker who should be able to find 

insurance that will suit your needs. 

ALEXANDER: Mary Dhonau from Know Your Flood Risk, do you have any 

practical advice to people about how they might be able to get cover when they’re in 

this sort of situation - they’re very near a flooded area but their property is you know 

just out of the way and is okay? 

DHONAU: I certainly would endorse everything that Aidan said because going onto 
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a sort of quote me happy and cheap dotcom on the internet is the worst way to 

actually get any kind of specialist insurance. I would sort of endorse everything Aidan 

said, but also go and visit your local insurance broker because they are sort of 

intimate with the area as they know it so well and they probably have a whole list of 

people that will insure you because he can put you in touch with them. So certainly 

visit a local broker too. 

ALEXANDER: Actually Aidan, I was interested in what you were saying about how 

insurers don’t want to decouple buildings, insurance and flood cover because we have 

had a couple of emails about this. Garrett in Inverary was saying can you get 

insurance that doesn’t cover floods to get a cheaper quote? And also Albert was 

saying that are people in no risk areas being unfairly penalised? They’re having to pay 

for flood cover when they’re never going to get flooded. He’s lived in his home for 50 

years and he’s never been flooded. 

KERR: Well I mean in answer to the first question, insurers want to be able to you 

know help their customers out when the worst happens, and they don’t want to say 

we’ll help you out when the worst happens apart from if it floods. There’s a practical 

reason there, reputational reason why they wouldn’t want to do that. You know they 

don’t want to leave people high and dry, if you pardon the phrase. But also if you 

have insurance cover let’s say that excludes flood but doesn’t exclude for example 

storm or doesn’t exclude escape of water, you then get into some very difficult 

discussions at the worst possible time for customers about ah yes, you see this is 

actually a storm, not a flood, or this is a flood, not a storm. So they want to actually 

keep this standard, this you know widely understood insurance product. Having said 

that, in certain situations you can go to a specialist broker and I’m sure those products 

are out there that you can have insurance without flood cover if that’s what you want. 

But most insurers will prefer to cover people for the worst that would happen, 

whatever that is. 

DHONAU: Can I give a word of caution? If you’ve got a mortgage, you have got to 

have flood insurance. That’s part of the deal. 
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ALEXANDER: Yes to have buildings insurance is a condition of getting a mortgage, 

isn’t it? I just want to say … 

DHONAU: Can I just say one further thing to Albert while we’ve got his question? 

ALEXANDER: Yes. 

ALBERT: Is that he might not have flooded for 50 years and he may not be 

anywhere near a river or the sea, but the majority of insurance claims these days are 

from people who have no river or no sea anywhere near them. Surface water flooding 

takes up the majority of insurance claims and that’s why I was flooded in that 

situation and it’s always been a sort of passion of mine since that people really should 

know their flood risk when purchasing a property.  

DHONAU: Right, Mary, thank you very much for adding to that. And, Stuart, thank 

you for that initial call which got us thinking about these issues. Dan is on the line 

actually from Kempsey in Worcestershire where Mary has been working. Dan, what’s 

your question? 

DAN: Hello. Yeah my question would be is it normal for an insurance company when 

the loss adjustor comes out to discuss the possibility or in fact the reality that they 

want me to stay in the property while the work is being done despite the fact that I 

have no kitchen or cooking equipment, where they would actually offer to put in a 

small oven or a microwave for me to live while all the work is taking place with the 

builders, which is in my view completely impossible to do, which was more realised 

yesterday when the elected company came in with dehumidifiers where I could hardly 

hear myself speak? I was a bit sort of taken aback with it. Is that normal practice? 

ALEXANDER: So you feel really like you’ve been flooded and now you feel like 

you’re kind of living in a building site really it sounds like as the repairs are being 

done around you? 
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DAN: Absolutely, yeah. 

ALEXANDER: Aidan Kerr from the Association of British Insurers, is that normal 

for the loss adjusters to expect you to continue to live in your home while the 

dehumidifiers are there and the repairs are being done? 

KERR: Hi Dan. Yeah that doesn’t sound normal to me. I’ve had experience of a 

minor escape of water claim 2 or 3 years ago which had a small dehumidifier in my 

downstairs loo, and that made a lot of noise but that was a very small piece of kit. I 

think you should question that with your insurer and with the loss adjuster to say that 

actually we haven’t got any ability to cook, wash or you know refrigerate food. It 

seems like it doesn’t sound possible for you to continue to live there. But I think I’d 

talk to your insurer if I were you. It’s a standard part of most home insurance policies 

for temporary accommodation to be included. So yeah, talk to your insurer because 

that doesn’t seem quite right. 

ALEXANDER: Well we have … 

DAN: (over) Well … Sorry. Actually funnily enough I have done since, interestingly 

enough, and because I questioned it, they backed down. That was only last night. The 

interesting part is that I’m capable of dealing with them and actually saying no. My 

big issue is with them that they even suggested it in the first place and there could 

have been some vulnerable people not of my age that would have accepted it … 

ALEXANDER: Who might not have challenged it? 

DAN: … and there should be some standard practice that they shouldn’t do that. 

ALEXANDER: Well I want to go to Julia Durham from Citizens Advice who’s in 

our Cardiff studio on this. Julia, if you’re given this kind of advice from a loss 

adjuster from your insurers and you think it’s not right, how do you challenge that? 
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DURHAM: Well specifically in relation to your insurance, the provisions that you’ve 

got to make a claim under the insurance are laid out in quite a lot of detail within the 

terms of the contract that you’ve got with them, and I would just echo the advice that 

you need to go back always to your insurance company and tell them the problems 

that are occurring, that they should always be your first point of contact and escalating 

it if you’re not happy through their complaints procedure. 

ALEXANDER: And if you still feel you’re getting nowhere, you can go to the 

ombudsman, insurance ombudsman? 

DURHAM: Yes, yes. So if you’re not happy, they should give you details of how 

you escalate your dispute with them. That will normally be through internal 

complaints procedures and then outwardly through ombudsman schemes. 

ALEXANDER: Okay. Well thanks, Dan, for your call and best of luck with the 

repairs. I hope your home is sorted soon. Mary Dhonau from Know Your Flood Risk 

Campaign, you’re on our expert panel but you yourself have a question. This was put 

to you by somebody in Kempsey, one of the people whose homes have been flooded. 

What’s the question and we think we have someone on hand to answer it? 

DHONAU: Well that’s wonderful, thank you. It’s a woman I was talking to this 

morning who is in rented accommodation. She’s 6 months into that rent and 

obviously her home is now completely uninhabitable as it was flooded both with river 

water and quite a lot of sewage. And she wants to know where she stands with getting 

the 6 months left that’s on her tenancy. Can she get the money back and can she end 

the tenancy because she’s paid all the money upfront? 

ALEXANDER: Right, well Daniel Draper who’s a solicitor at Farleys in Manchester 

is on the line. Daniel, do you know what this tenant can do? 

DRAPER: Hi Mary. It is safe to say that your lady is likely to be on what’s called an 

assured shorthold tenancy agreement and the vast majority of residential lets are on 

this basis. They’re usually 6 to 12 months, so it does sound very much like this is the 
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situation your lady is in. Now they are governed under what is called the Housing Act 

and it is a standard term incorporated into these tenancy agreements - what is called a 

rent suspension clause. Now what that says is if the property is damaged to an extent 

that the tenant cannot live in it, the rent will ceased to be paid until the property is 

rebuilt or repaired. So if this is the case where she has paid upfront, the rent 

suspension clause kicks in, so she’s entitled to recover the money until such a stage 

that she can go back into it. Now on a practical level it seems to be that putting the 

property back into a good state of repair so the tenant can go back in is taking more 

than 6 months, so if it can be established or certainly foreseen at this stage that it’s 

going to take that length of time, then she’s entitled to her money back. 

DHONAU: That’s wonderful. I’ll tell her when I go back over after this show. Thank 

you. 

DRAPER: Good, no problem at all. 

ALEXANDER: Super. Daniel Draper from Farleys in Manchester, thank you very 

much for taking part in the programme and providing us with that answer. That’s very 

useful indeed. I’m interested actually, Aidan, and also Mary, to ask that if your home 

has been evacuated, what kind of cover will your insurance policy give you for the 

cost of accommodation if you’re having to stay somewhere else? I think you’re 

covered in the short-term, but what if you’re out of your home for say 6 months? 

KERR: As standard in most home insurance policies, buildings and contents policies, 

it will cover you for temporary accommodation for as long as you need it, so until it’s 

possible to go back and live in your home. Temporary accommodation is there for 

you for as long as it’s needed. Now that should provide some kind of comfort to those 

people who’ve been flooded, but nonetheless it doesn’t take away from the fact that 

it’s pretty bad news to be out of your home for that amount of time, but it’s there for 

as long as you need it. 

ALEXANDER: And Mary, if you’re not a homeowner and you don’t have buildings 

insurance, perhaps you’re a tenant and you have contents insurance maybe but your 
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home is then evacuated, do you know what sort of situations people find themselves 

in and whether they can find help to deal with those accommodation costs which will 

suddenly hit them? 

DHONAU: Yes, that is a problem. To be honest, I don’t fully know the question, but 

in the past I’ve found that people have actually had to go out and find themselves 

(because they’re only tenants) alternative accommodation, which adds, compounds to 

their misery. But quite often local authorities can help in this situation, so I’d certainly 

always ring your local authority and explain the situation and see if they can provide 

you with some emergency accommodation. 

ALEXANDER: Okay, thank you very much. Alicia is on the line. (coughs) Excuse 

me. Alicia, you’ve got a question about your car which has been damaged in flooding.  

ALICIA: Yes indeed. I have lost my car in rising flood water and I assume … 

ALEXANDER: Where do you live, by the way? 

ALICIA: I’m in Somerset. And I assume that the car is going to be written off and I 

really want a fair and quick settlement and I’m not sure how I should go about that. 

I’m assuming that lots of people are in the same position. I live rurally. I urgently 

need my car and I would like to know how best I can get you know the right money 

for it. 

ALEXANDER: So it’s really an essential? You use it for getting to work, for 

example, obviously all your errands? 

ALICIA: Completely. I’m five miles from public transport. 

ALEXANDER: Aidan Kerr, what can Alicia do? Can she hope for a speedy solution 

to this? 
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KERR: Hi Alicia. Could I ask, have you contacted your insurance company about 

this yet? 

ALICIA: Yes the car’s been recovered by the insurance company. I’m waiting for 

them to come back to me about how much they will settle. I’m assuming it’ll be 

written off as there was mud sort of up to the steering wheel. 

KERR: Yeah, okay. And do you have comprehensive insurance cover for the car? 

ALICIA: Yes. 

KERR: I mean comprehensive car insurance policies will cover damage to vehicles 

and they will find a way of if your car has to be written off or if the car takes some 

time to be repaired, most car insurance companies will have an arrangement with a 

car hire firm and they’ll manage to get you a car to get you around in the interim 

while either the settlement of your car has been sorted out or while they’re repairing 

your car. So your insurance company should be able to both deal with the claim as 

quickly as possible, but should also be able to provide you with a hire car in the 

interim while it’s either repaired or while they go through the process of assessing if 

it’s written off or not. 

ALICIA: I mean my query, I guess, is that in order not to panic and just accept the 

first offer they give me, I know what I can buy a car for of the same calibre if you like 

and I’m assuming, based on sort of past … not past experience of myself but just from 

you know hearing from other people, that I’m not going to get what I need to 

purchase a car of the same calibre. 

KERR: Yeah. What I’d say is try not to worry about it too much. There’ll always be 

stories that come out about people who feel they haven’t been dealt with by their 

insurer in what they think is a fair way, but then if you think about the fact there’s 30 

odd million car insurance policies out there and you get still too many but you get a 

relatively small number of complaints that go to the Financial Ombudsman Service, 

the vast, vast, vast majority of insurers will look after you and give you a fair 
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settlement for the car. What you should do, first of all, is talk to your insurer. If you 

have any problems with the claim that they’ve negotiated for you, then try and resolve 

it with those. But if you can’t, they should give you details of the Financial 

Ombudsman Service who can then take the complaint forward. But, as I say, in the 

vast majority of cases, the settlement should be something that is fair and reasonable. 

ALEXANDER: Alicia, thank you very much for your call … 

ALICIA: Thank you very much. 

ALEXANDER: … and I hope you’re back on four wheels soon. Catherine’s on the 

line calling from Northern Ireland. Catherine, what’s your question, please? 

CATHERINE: Well basically my house contents and buildings insurance premium 

have quadrupled really as a result of a flood in my home 4 years ago. It was one of 53 

homes affected. Since then I’ve tried on numerous occasions to rebroke the insurance, 

but to no avail. And unfortunately the property isn’t even on a flood plain, but the 

insurers are telling me that unless I can produce evidence to confirm that measures 

have been taken to ensure the flood can’t reoccur, then nobody is interested in even 

quoting. 

ALEXANDER: Can I ask what caused the flood 4 years ago? You said numerous 

properties. 

CATHERINE: Well unfortunate events. There was five days of persistent rain in the 

area. One of the large water company’s reservoirs, they had to release water which 

went into farmland and then flooded over into the houses across from the farmland. 

And because nobody will accept responsibility for it, I cannot produce the evidence. 

ALEXANDER: It’s quite a difficult situation. Aidan, what would you advise? 

KERR: Yeah. Hi Catherine, sorry to hear you’re having such problems. I mean the 
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fact that your contents and buildings insurance has gone up fourfold in a nutshell 

shows what’s wrong with the current statement of principles between the insurance 

industry and government. It didn’t do anything for price.  

CATHERINE: Indeed. 

KERR: It says that you can be offered it again, but it doesn’t say anything about 

whether that could be affordable or not. You don’t live on a flood plain, so I can 

understand why that’s frustrating, but just to illustrate: in 2007 two thirds of the 

people who flooded, flooded as a result of surface water, so drainage systems not 

dealing with it, surface run-off from farmland, that sort of thing. Surface water 

flooding causes more flooded properties than it does from rivers and the sea, so the 

fact that you’re not on a flood plain wouldn’t necessarily mean that you’re not at risk 

of flooding. 

CATHERINE: Okay. 

KERR: Having said that, I don’t know what you’ve been doing to try and shop 

around, but if you can look beyond the comparison websites and actually call insurers 

up; and if you still have issues with that, then again go onto the British Insurance 

Brokers’ Association website and try and find a broker service. 

ALEXANDER: I was going to say would the answer be in this situation to go to a 

broker, someone who knows the market really well and can do all that ringing round 

for you? 

KERR: Exactly. The thing about large insurers is they’re trying to keep as 

competitive and prices low for as many people as possible. But when you have 

situations that are you know - if you pardon the phrase - slightly outside the normal, 

then that’s where a broker kicks in. They’re smaller. You may have to pay a little bit 

more than you would pay on the mainstream market, but it’ll be much, much less than 

you would pay in this situation. 
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DHONAU: Can I dip in here? 

ALEXANDER: Yes please, Mary. 

DHONAU: The very fact that you flooded once from surface water because of 

excessive rain, etcetera, and overland run-off may mean that if you get the same 

weather pattern, you will flood again. I would suggest to you that you think about 

protecting your own property, and if you go to the Know Your Flood Risk website 

there’s a handbook there. It’s called Home Owners Guide to Flood Resilience. It may 

be worth considering protecting your own property. And then when you’ve done that, 

the Environment Agency now have got a new sort of sign-off template that your 

surveyor will have to do that will enable you to present that evidence to the insurance 

industry that you have reduced your own risk and it will help you get cheaper 

insurance cover in the long-run. 

ALEXANDER: Yes, so Aidan, will an insurer … If you’ve made individual 

improvements or flood resilience measures in your own home, will some insurers 

look at you as an individual case, see beyond your postcode, see beyond what 

happened 4 years ago, and see that actually this person is in an okay situation? 

KERR: I mean the first thing, the business model of these large insurers is about 

trying to get the process as quick as possible, as automated as possible, so it’s as 

competitive as possible. So if the insurance industry is able to get information of 

properties that have had this work done in a database that they can use, then they will 

do that because insurers want to take account of anything that might reduce people’s 

risk because ultimately that’s how they can be as competitive as possible. A good 

illustration: in the summer floods earlier this year, I think one in four or one in five 

properties that were repaired by insurers were done in a resilient way, so insurers are 

definitely looking more towards this kind of work. 

ALEXANDER: Catherine, thank you very much for your call. We have a related 

email actually from Nicky on the subject of premiums. She says her house has been 

flooded and she’s concerned about the consequences of claiming off her insurance. 
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She says we’ve done what we can do minimise the damage, hosing through within 

ours and drying the building out. I’ve contacted my insurance and loss adjuster who 

will visit, but she says she’s been informed that she doesn’t have to go ahead with the 

claim but she’s worried that even just making the inquiry might put her premiums up. 

Is that right - that even if you say you know I’m not making a claim right now, but I 

have been flooded and start talking to your insurance company, is that going to be 

noted down and could that make your premiums go up in the future? 

KERR: Well when insurance companies take on new customers, they ask not only 

have you made a claim but they ask if you’ve suffered a loss even if you haven’t 

made a claim because ultimately they’re looking for as much information that they 

can get to assess your risk. So again different insurers will take different approaches. 

What I would say is that one flood, one claim won’t necessarily cause premiums to go 

up. There’s a whole range of factors that insurers will consider when making that 

decision. 

ALEXANDER: Okay. David’s on the line. David, where are you calling from and 

what’s your question? 

DAVID: South Wales in the valleys. We live almost within sight of a river. We’ve 

never been able to get insurance on this property because it is on a flood plain. The 

Environment Agency have put in 4.3 million pounds worth of flood prevention 

measures and refuse to change the outline of the flood plain although they’ve raised 

the walls close to us on the river by four feet and we still can’t get insurance.  

ALEXANDER: And your point is that all those measures have been taken; that you 

should be able to get insurance but you find it difficult. Aidan? 

KERR: Hi David. Can I ask what methods have you tried to get insurance? 

DAVID: Through a broker, local broker. 
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KERR: It’s difficult to answer without knowing the details. I mean certainly if your 

house had had insurance in the past with an ABI member, then that ABI member 

under the statement of principles should have renewed it. But if you’ve never been 

able to get insurance, it’s difficult to understand without knowing more details, I’m 

afraid. 

ALEXANDER: Okay, I’m afraid we’ll have to leave it there. Thank you for your 

call, David. That’s all we have time for. My thanks to Aidan Kerr from the 

Association of British Insurers; Julia Durham from Citizens Advice; and Mary 

Dhonau, Chief Executive of the Know Your Flood Risk Campaign. And if you’re 

wondering where Vincent Duggleby, the normal presenter of Money Box Live is, he 

wasn’t able to make it into the studio because his train has been affected by the 

floods. Paul Lewis will be back with Money Box at noon on Saturday bringing you 

the latest personal finance news, and on next Wednesday’s Money Box Live we’ll be 

taking your questions on the Chancellor’s Autumn Statement. 


