
Claims and complaints information

How do I make a claim? 

If you need to make a claim you can contact us on the 
numbers below.

Emergency assistance
0800 026 1798 
24 hours every day 

We will arrange to put you in contact with a contractor, 
glazier or locksmith to carry out emergency repairs at your 
home. (If the incident is the result of a valid claim, we will pay 
for the cost of the repair as per the terms of your policy).

Claims advice and assistance
0800 026 1790  
8am to 6pm Monday to Friday  
9am to 1pm Saturday

Family legal expenses (if you have this optional cover)
0344 893 9313 
24 hours every day (please quote reference 6802507)

Our complaints procedure

Our commitment to customer service
We are committed to providing a high level of customer 
service. If you feel we have not delivered this, we would 
welcome the opportunity to put things right for you. 

Who to contact in the first instance

Many concerns can be resolved straight away. Therefore  
in the first instance, please get in touch with your usual 
contact at Zurich or your broker or insurance intermediary  
as they will generally be able to provide you with a prompt 
response to your satisfaction. 

Contact details will be provided on correspondence that  
we or our representatives have sent you. (For example on 
your welcome or renewal communication or on claim 
acknowledgement letters.)

Many complaints can be resolved within a  
few days of receipt
If we can resolve your complaint to your satisfaction within 
the first few days of receipt, we will do so. Otherwise,  
we will keep you updated with progress and will provide  
you with our decision as quickly as possible.

Next steps if you are still unhappy 
If you are not happy with the outcome of your complaint, 
you may be able to ask the Financial Ombudsman Service to 
review your case. 

We will let you know if we believe the ombudsman service 
can consider your complaint when we provide you with  
our decision. The service they provide is free and impartial, 
but you would need to contact them within 6 months of the 
date of our decision.

More information about the ombudsman and the type of 
complaints they can review is available via their website 
www.financial-ombudsman.org.uk.

You can also contact them as follows: 

Post:  Financial Ombudsman Service,  
Exchange Tower, London, E14 9SR 

Telephone:  08000 234567  
(free on mobile phone and landlines)

Email:  complaint.info@financial-ombudsman.org.uk

If the Financial Ombudsman Service is unable to consider 
your complaint, you may wish to obtain advice from  
Citizens Advice (or a similar service) or seek legal advice.

The Financial Services Compensation Scheme (FSCS)
We are covered by the Financial Services Compensation 
Scheme (FSCS) which means that you may be entitled to 
compensation if we are unable to meet our obligations  
to you. Further information is available on www.fscs.org.uk 
or by contacting the FSCS directly on 0800 678 1100.
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