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I. Applicable home 
Insurance Terms and 
Conditions

This document constitutes an Appendix 
to the Terms and Conditions of the Home 
Insurance policy and regulates Coverage in 
the Home Assistance Policy. Therefore, in all 
matters not covered herein, the insurance 
contract shall be governed by the provisions 
of the Terms and Conditions document.

The following clauses in particular are re-
gulated in the Home Insurance Terms and 
Conditions and shall be governed by the 
provisions therein:

- The Legal Framework.
- The Insurance Terms.
- The Policy Conditions.
- The Obligations of the Policyholder.
- The Obligations of Línea Directa.
- The Insurance Clearing Consortium.
- Enquiries and Complaints. Customer 

Ombudsman. Procedure Followed.

II. Assistance Coverage

Each coverage specified here can be pur-
chased individually or jointly. Consult your 
Special Conditions to clarify which you 
have purchased.

Provided that it is expressly stated in the 
Special Conditions and the corresponding 
premium is paid, the insurance is extended 
to the coverages detailed below, only being 
applicable to circumstances that affect or 
occur in the home insured by this Policy:

There is a 24-hour telephone service pro-
vided for this purpose, 365 days a year. An 
essential condition for this service is that 
the Línea Directa repair services are used.

Article 1. Assistance 
coverage: gaining 
access to the home

In cases where the Insured is unable to en-
ter or leave their insured home as a result 
of any accidental event, such as loss, mispla-
cement or theft of keys or disabling of the 
lock due to attempted theft or any other 
cause that prevents opening, Línea Directa 
will take care of the call out and labour costs 
necessary to gain access to the home.

Any costs of replacing or repairing the 
lock, keys or other lock parts are excluded 
from this coverage and shall not be borne 
by Línea Directa.

Article 2. Assistance 
coverage: home 
assistance service

2 .1. TV set, DVD and/or 
BLU-Ray player replacement

When as a result of theft, attempted theft, 
fire, lightning strike, explosion or electrical 
damage, the Insured party’s television set, 
DVD and/or Blu-Ray player is destroyed or 
rendered useless, Línea Directa will arrange, 
at its own expense, the replacement of the 
devices affected with others that perform 
the same function, until replacement by the 
Insured or, failing that, for a maximum pe-
riod of 15 days. 

This service does not apply if the TV sets, 
DVD and/or Blu-ray players are under the 
manufacturer’s warranty or if they were 
more than ten years old at the time the 
service was requested.

Damage due to use, wear and tear or the 
actual mechanical functioning of the device 
is not included as damage.
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For the purposes of replacing the DVD 
AND/OR BLU-RAY PLAYER, the following 
terms are specified and detailed, taking 
priority in relation to this service over any 
previous definition due to them being more 
specific.

-  Fire: combustion and burning with a flame, 
capable of spreading from objects that were 
not intended to be burned wherever and 
whenever this occurs.

-  Explosion: the sudden and violent action of 
pressure or depression of gases and/or va-
pours.

-  Lightning strike: discharges from the atmos-
phere that cause damage to the devices 
covered, whether or not they cause fire.

-  Electrical damage: those derived from ab-
normal short circuits, currents and power 
surges produced by electricity.

-  Burglary or attempted burglary, duly repor-
ted as soon as possible on police premises.

2.2. Restaurant and laundry 
expenses due to moving out 
of the home

In the event of forced eviction due to unin-
habitability of the Insured party’s home 
(provided that this is stated in the Expert’s 
Report) as a result of a loss, Línea Directa 
will refund restaurant and laundry expen-
ses up to a total limit of €950 (maximum 
of €95/day) per insurance year and with a 
maximum of 10 days.

The loss does not have to occur in the In-
sured home.

The prior approval of Línea Directa is ne-
cessary In order for this service to take 
effect, and for compensation to be payable. 
To do so, the insured must contact Línea 
Directa to obtain prior approval for the 
restaurant and laundry expenses covered. 

2.3. Transfer and hotel stay 
due to moving out of the 
home

In the event of forced eviction due to the 
uninhabitability of the Insured’s home (pro-
vided that this is stated in the expert’s re-
port) as a result of a loss, Línea Directa will 
take care of transferring the Insured party 
and the members of the family unit to the 
hotel selected by Línea Directa.

The loss does not have to occur in the In-
sured home.

Línea Directa will also cover the Insured 
party’s accommodation expenses in a hotel 
with a category of up to 3 stars. The limit 
of this coverage will be a total of €3,080 
(maximum €95/day per person) per year of 
insurance and with a maximum of 10 days. 

The Insured must provide a hotel bill, as 
well as proof of municipal registration (‘em-
padronamiento’) at the Insured home or, 
failing that, a title deed or rental contract, 
or a bill or supply contract issued within 
the last three months for landline telepho-
ne, water, electricity or gas in their name at 
that home.

2.4. Guarding and looking 
after the home in the 
event of theft or fire

When as a result of theft, fire, flooding, or 
explosion, the home of the insured is easily 
accessible from the outside, Línea Directa 
will send security personnel at their own 
expense until the safety defect is remedied 
and for up to 72 hours.

2.5. Transfer of furniture to 
furniture storage facilities

In the event of forced eviction due to the 
uninhabitability of the Insured’s home (pro-
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vided that this is stated in the expert’s re-
port) as a result of a loss, Línea Directa will 
organise the removal, depositing and return 
of the furniture and fittings in storage facili-
ties, provisional home or premises selected 
by the Insured in the municipality where the 
Insured is habitually resident, with a limit of 
€2,000 per insurance year.

The loss does not have to occur in the Insu-
red home.

Línea Directa shall be responsible for finding 
and selecting the furniture storage facilities, 
provisional home or designated site by the 
Insured, unless the Insured selects one that 
does not involve additional expense to the 
insurer, with respect to that initially offered. 

2.6. Early return due to 
serious loss

If the Insured Party experiences a serious 
loss at the home while travelling abroad, Lí-
nea Directa will provide the Insured Party 
with a regular airline (tourist class) or train 
(first class) ticket home, upon presentation 
by the Insured Party of a document certi-
fying the accident and the expenses incu-
rred.

2.7. Sending urgent messages

Through a 24-hour service, Línea Direc-
ta will accept and send urgent messages 
from/to the Insured Party, by any means of 
communication, provided that they have no 
other means to send them to their destina-
tion, and provided that these are the result 
of an item covered by the insurance policy.

Article 3. Assistance coverage: 
additional repairs

If the service required is a matter of urgency, 
it will be attended to within 3 hours. Plum-

bing, electricity, locksmith and glasswork 
will be dealt with in emergencies, in which 
case the Insured will be informed of the 
emergency rates.

Línea Directa will cover the provision of a 
specialist, without call-out costs, for the fo-
llowing services:

- Plumbing.
- Electricians.
- Glaziers.
- Wood Carpentry.
- Metallic Carpentry.
- Locksmiths.
- Electrical Appliances Technician.
- General cleaning and window cleaning.
- Technician for Televisions, videos, DVD.
- Aerial installers.
- Masonry.
- Gas technicians. *
- Blinds.
- Blockages, drain cleaning.
- Roof repairer.
- Marble workers.
- Air conditioning.
- Boilers.
- Parquet layers.
- Painter and wallpaperer.
- Upholsterers.
- Carpet layers.
- Awnings.
- Entry phones.
- Plasterers.
- Varnishers.
- Gardeners.
- Light Removals.
- Contractors.
- Handymen.

Línea Directa, with the information provi-
ded by the Insured, will provide you with 
an informative telephone estimate for the 
professional’s visit. This estimate will be 
free of charge, unless prior work by the 
professional, involving labour, is necessary. 
The amount of this work will be discoun-
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ted from the final price in the event that 
the estimate is accepted by the Insured 
and the services are performed.

The costs of materials and labour shall be 
borne by the Insured upon acceptance of 
the quotation offered to the Client. The 
repair will have a 1-year guarantee. 

NOTE Services marked with * will not 
be possible in some provinces, in which 
case the Insured will be paid the amount 
corresponding to the call-out charge for 
another professional.

Article 4. Assistance coverage: 
it assistance

4.1. Data recovery

Línea Directa guarantees the Recovery of 
Data in those data storage devices owned 
by the Insured that suffer damage or a logi-
cal or physical failure among those indicated 
in these General Conditions and that pre-
vent access to the information contained in 
the damaged media through the use of the 
Operating System.

In order to be able to provide the coverage, 
it is necessary to physically have the dama-
ged information storage medium, as well as 
the Insured party’s express authorisation to 
access its contents.

Línea Directa does not guarantee any re-
sult as a consequence of this coverage, nor 
will it indemnify or compensate in any way 
in the event that total or partial recovery 
of the information contained in the me-
dium is not achieved.

Línea Directa waives all liability in the event 
that the attempt to recover the data causes 
major damage to the medium or device and 
even its complete destruction or the defini-
tive loss of the data contained in it.

Línea Directa and companies contracted by 
it to carry out the recovery work shall un-
der no circumstances be held liable for any 
direct or indirect damage of any kind that 
may result from the use by the Insured of 
the recovered data, nor for any claim that 
may be made by third parties in relation to 
the ownership of the property and rights 
over the media and/or data subject to the 
coverage.

Furthermore, Línea Directa and the Insured 
Party also agree to consider any informa-
tion, data, methods and documentation of 
which they may become aware as a result 
of the use of this coverage as strictly con-
fidential.

The Data Recovery coverage shall apply to 
data storage media used in the computer 
processing equipment owned by the Insu-
red and which form part of the Contents 
of this policy. This service is provided with 
a limit of 2 services per year and with a 
maximum of €2,000 per year of insurance.

The following will be considered:

- Logical failure: Any non-physical damage 
that prevents access to the information 
(the integrity of the hard disk is not com-
promised, but there are formatting errors 
or recognition problems).

-  Physical failure: Any physical damage that 
prevents access to the information (e.g. 
hard drive scratch or crash).

The following causes are considered to be 
physical or logical damage or failures that 
give the right to use this coverage:

- External damage such as accidents, water 
damage, falls or fire.

-  Human errors.
-  Computer viruses.
-  Software problems.
-  Hardware problems.
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The viability of recovery decreases in cases of:

-  Handling by non-professional personnel.
-  Fire.
-  Loss of tracks (overwriting of internal dri-

ve settings).
-  Overwriting of data (e.g. formatting and 

reinstallation). 
-  Impacts.

The following procedure will apply for this 
coverage:

1  Línea Directa will collect, by means of 
a courier, the damaged media, including, if 
any, special boot disks, passwords to access 
the system, directories and programs ne-
cessary to run the files that need to be 
recovered. Línea Directa shall not be liable 
for any loss or damage that the media may 
suffer during sending or transport to or 
from any of the facilities, as well as for any 
loss of profits or any consequence derived 
from the above.

2  Once the damaged media have been 
received, they will be immediately analy-
sed and diagnosed in order to begin the 
process of recovering the data contained 
in them.

3  Once the process of data recovery 
from the damaged media is complete, Lí-
nea Directa will send the Insured the reco-
vered data in a new medium at no charge 
to the Insured. Línea Directa shall be res-
ponsible for the transport costs incurred in 
sending the medium.

4  In order to cover any possible loss du-
ring transport of the media, a backup copy 
of the recovered data shall be recorded and 
kept in a safe place. Once fifteen days have 
elapsed from the date on which the medium 
was sent to the Insured, the above backup 
copy shall be permanently destroyed.

The following are excluded:

-  Files and devices outside the scope of 
coverage detailed in these General Con-
ditions and, in all cases, complex storage 
systems (groups of physical volumes), 
application servers, back-up tapes and web 
servers are excluded from the coverage.

-  Resetting or reinstallation of computer 
media.

-  The replacement or repair of any type 
of damage or fault in the device sent to 
Línea Directa that was the subject of the 
data recovery service. The data contai-
ned may be recovered by Línea Directa 
provided that this is technically possible.

-  Retrieval of storage media that have 
been tampered with prior to delivery to 
Línea Directa for retrieval. 

-  Recovery is impossible in the event of 
disappearance of the media, damage with 
acids or similar products, in the event of 
overwriting of the media or so-called 
“HeadCrash” (loss of the magnetic film 
due to “head landing”).

-  The recovery of originals of films, CDs, 
games and other applications. 

-  Devices for professional use.

4.2. Software downloads

The Insured party may request the down-
loading and installation of the software listed 
below, after receiving advice from a speciali-
sed Línea Directa technician.

• WEB BROWSERS
- Google Chrome
- Mozilla Firefox
- Opera

• SECURITY
- Avast
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- AVG
- Avira
- Malwarebytes
- Superantispyware

• MULTIMEDIA
- iTunes
- VLC
- Winamp
- K-Lite Codecs
- CCCP
- Spotify

• DISPLAY AND EDITING
- Picasa
- GIMP
- Irfan View

• OFFICE AUTOMATION
- Openoffice
- LibreOffice
- Adobe Reader
- PDF Creator

• EMAIL AND SOCIAL MEDIA
- Skype
- Live Mail
- Thunderbird

• UTILITIES
- CDburner XP
- ImgBurn
- Revo Uninstaller
- Dropbox
- Google Drive
- Skydrive

• DECOMPRESSORS
- Winrar
- Winzip
- 7-zip

This list may vary in the event that one of 
the applications is no longer distributed by 
the manufacturer.

Both the download and the licences for the 
listed programs will be limited to their free 
version and licence. Línea Directa is not lia-
ble for possible viruses, malware, bugs, etc. 
that the programs installed might contain.

4.3. Online backup

This coverage allows the Insured to contact 
a computer expert in order to have an onli-
ne backup, with the limit of one service per 
insurance year.

Services included are:

-  The installation of the backup program by 
a qualified technician in a remote session.

-  Programme configuration for automatic 
completion of the backup.

-  Advice on the files to be included in the 
backup.

-  Recommendation on the creation of 
usernames and passwords that allow 
access to the coverage and information 
stored in the online backup.

-  The maximum predetermined size of the 
online backup is 5 GB.

-  The possibility of accessing the files sto-
red in the backup.

-  The automatic production of a periodic 
incremental backup.

Once the online backup is programmed, 
Línea Directa does not have access to 
backup information or passwords. It is the 
user’s responsibility to keep the passwords 
to access the backup copy.

Línea Directa accepts no liability for the in-
formation stored in the backup, as well as 
data loss due to inappropriate use of the 
application by the Insured party and for re-
asons beyond the control of Línea Directa.

4.4. Remote computer  
support

The maximum number of computers inclu-
ded in the service is 4 for each policy taken 
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out. There will be no limit on the use of the 
coverage, meaning that the Insured Party 
may apply for any assistance deemed neces-
sary during the insurance year for each of 
the computers.

This coverage allows the Insured Party to 
contact a qualified technician by telephone 
or an online chat to provide them with te-
chnical support in using a personal compu-
ter (hardware), programs and applications 
(software) and the internet (whether on a 
Microsoft, Mac or Linus system) within the 
scope covered by this insurance policy. Equi-
pment for personal use means the following:

-  Desktop computers
-  Laptops
-  Printers
-  Scanners
-  Most common GPS navigation devices
-  Other peripherals

The following services are covered:

-  Help in managing applications, tools and 
communications supported. 

-  Installation and de-installation of suppor-
ted applications.

-  Update of versions and Service Pack for 
supported software, provided that the In-
sured Party has the relevant license or the 
upgrade is free.

-  Configuring and operating systems and 
supported applications.

-  Advice on hardware and software requi-
rements for supported applications.

-  Installation and configuration of periphe-
rals such as printers, scanners, etc.

- In many cases, the CDROM with the origi-
nal software of the device will be needed 
to carry out these activities. If the Insured 
Party does not have this, the technicians will 

search for and download Internet software, 
provided that this is possible and that the 
Insured Party has the relevant license.

The following are excluded:

-  Hardware or software support outside 
the scope of coverage of this Policy, as 
well as servers.

-  Support for applications developed spe-
cifically for MS Office products (Out-
look, Word, Excel, Access, PowerPoint) 
or other specific management software 
(Contaplus, etc.).

4.5. It assistance at home

This coverage is only applicable if an at-
tempt has been made to resolve the issue 
beforehand by means of fully operational 
remote control connections, and no solu-
tion has been found. The home service is 
guaranteed free of charge to the Insured 
within a maximum period of 48 hours on 
business days, and does not include the cost 
of materials, where such costs arise. If neces-
sary, only licensed software will be installed.

Furthermore, the Insured may request com-
puter assistance at home to resolve any inci-
dent other than that established in the pre-
vious paragraph. In this case, all costs, such 
as call out, materials or labour costs, shall be 
the sole responsibility of the Insured.

4.6. Technological assistance 
in the home

This service allows the Insured party to 
contact, by telephone or online chat, a quali-
fied technician to obtain general support in 
the use of technological devices in the sco-
pe covered by this contract.

This will include providing technical assistan-
ce in the following types of devices:
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-  DTT
-  DVD
-  Blu-Ray
-  Digital camera
-  Digital video
-  Digital photo frame
-  Mobile phone
-  Tablet
-  MP3-MP4

In order to provide this coverage a necessary 
condition is that the manual for use of the 
technological device for which assistance is 
sought is available online and in Spanish.

It excludes assistance for equipment outsi-
de the scope of coverage of this policy, and 
technological devices for professional use.

4.7. Management of  
the internet access supply

Línea Directa undertakes to carry out the ne-
cessary steps to enable the Insured Party to 
register, cancel or make changes to the Con-
tract with the Internet access provider. Línea 
Directa will take the steps necessary by te-
lephone and send documents and statements. 

Línea Directa does not guarantee any re-
sults arising from these efforts and is not 
responsible for delays, non-response, pe-
nalties, charges to accounts or any other 
harm caused to the Insured Party by Inter-
net access service providers.

4.8. Parental control

Línea Directa coverage includes the configura-
tion of a specific user account to manage and 
filter Internet content that might be accessed 
by children when they are using a computer 
device with an Internet connection, and wi-
thout adult supervision.

The effectiveness of this coverage is limited 
by the technological characteristics of each 
type of device.

The main functionalities that Línea Directa can 
configure are:

-  Restricting access to certain contents.

-  Restricting connection time.

-  Establishment of a time period for the con-
nection.

-  Reporting websites visited.

-  Reporting chats.

-  Reporting emails sent.

-  Control of programs and games they can 
use.

-  Blocking access to inappropriate films and 
TV programmes.

4.9. Fraudulent use of cards

In the event of fraudulent use of credit or 
debit cards via the Internet and by third par-
ties, or access to bank accounts, Línea Direc-
ta will reimburse the Insured Party with a 
limit of €1,000 per policy year.

The following circumstances must occur:

-  Fraudulent use by others.

-  Fraudulent transaction carried out on the 
Internet.

-  It will be necessary to file a report to the 
police authorities.

-  Improper movements are justified by bank 
statements.

-  The time limit between fraudulent use and 
notification to the card issuer must be equal 
to or less than 48 hours in working days.

Cash withdrawals at ATMs are excluded 
from this coverage.

Article 5. Assistance coverage: 
health information
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5.1. Telephone service in the 
event of a bodily injury at 
home

Línea Directa guarantees collection from 
the home indicated by the Insured party by 
an identified person, who will be responsi-
ble for acquiring the medicine that the Insu-
red needs and delivering it to them, provi-
ded that the following conditions are met:

-  The Insured must previously provide the 
medical instruction or the prescription if 
it is necessary to acquire the medicine.

-  The Insured must pay for the medicine 
prior to delivery. Payment must be for the 
amount stated on the invoice or receipt. 
No checks or promissory notes will be 
accepted.

-  The Insured party must, in any case, pro-
vide the product name and the type of 
presentation (tablets, ampoules, capsules, 
emulsions, etc.).

Specifically excluded are cases of medici-
ne ceasing to be produced or unavailable 
through the usual channels of distribution 
in Spain, as well as medicine that requires 
ID for purchase and those included in the 
special drug prescription list.

5.2. Early return due to death 
in the family

In the event of the death in Spain of a direct 
relative covered by the Insured party, if the la-
tter is travelling abroad and covered by this 
contract Línea Directa will, having been noti-
fied of the fact, organise and provide the In-
sured party, in order to attend the funeral and 
within the maximum period of 7 days from 
the date of death, with a scheduled airline tic-
ket (tourist class) or train ticket (first class) or 
any other suitable means of transport to the 
place of burial in Spain.

5.3. Telephone medical advice

Times for provision of the Telephone Me-
dical Guidance coverage: Hours of service: 
365 days a day, from 9 a.m. to 9 p.m. (except 
national holidays).

Línea Directa covers the handling of medical 
enquiries by phone that the Insured may have 
regarding the interpretation of clinical analyses, 
medicines, etc. The Línea Directa medical ser-
vice will advise, in view of the details of the 
Insured Person’s application, what it consi-
ders appropriate and will direct the Insured 
towards the healthcare environment it consi-
ders best, if necessary. The advice service will 
at no time diagnose or prescribe medical 
treatment.

For the most serious and urgent cases, Línea 
Directa may activate the health care services 
needed, giving priority to public emergency 
services, with the Insured Party bearing the 
costs incurred as a result of this service.

5.4. Health information

Línea Directa will provide the Insured party 
with an administrative information service re-
garding health services, through which it will 
provide information related to:

-  National Hospitals: Information about Cli-
nics, Hospitals and Nursing Homes.

-  National outpatient facilities: Information 
about Health Centres, Clinics, Doctor’s 
Surgeries, Emergency Centres existing in 
Spain.

-  Professional associations: Telephone num-
bers and addresses of Spanish professio-
nal associations of Doctors, Pharmacists, 
Dentists, Nurses, Physiotherapists and 
Opticians.

-  National associations and foundations: for 
professionals, users and patients; addres-
ses and telephone numbers.
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-  Addresses and telephone numbers of pu-
blic health bodies: Ministry of Health and 
Consumer Affairs.

-  Academic Institutions: Addresses and te-
lephone numbers of national health aca-
demic institutions such as Faculties, Royal 
Academies and Schools.

- Chemists: information, address and te-
lephone numbers of chemists by towns. 
Out-of-hours chemists are also provided.

- Vaccination centres: information on re-
commended and obligatory vaccinations 
required in different countries of the 
world, as well as the vaccination centres 
in the country approved by the WHO 
(addresses and telephone numbers).

-  Medical insurers: addresses and telepho-
ne numbers.

- International health bodies: information 
about international health bodies located 
in national territory.

-  Information on medicines and equivalents 
abroad.

-  Health requirements for entry according 
to the country of destination for Spanish 
nationals.

5.5. Social orientation by 
telephone

Social guidance telephone service hours: 
Service hours: Monday to Friday from 9 am 
to 7 pm: (except national holidays).

Línea Directa will provide support with pos-
sible referral to Municipal Social Services re-
lated to situations of need or social assistan-
ce. You will be guided and advised regarding:

- General and specific social and welfare 
resources of the municipality and the Re-
gional Community.

- Guardianship of an Adult. 

- Telecare, Home Help, Day Centres, Nur-
sing and Technical Aid.

- Disability.

- Social and family risk situations.

- Location of resources.

- Dependency and degenerative condi-
tions: Social and health resources, Volun-
teers and Associations.

5.6. Assistance to pets

For the purposes of this coverage, a disease 
is considered to be a slight or severe alte-
ration of the normal functioning of a body 
or of any of its parts due to an internal or 
external cause.

For the purposes of this policy, an accident 
is considered to be any event or phenome-
non that is external and beyond the control 
of the Insured, in which both spontaneity 
and unpredictability must exist, and which 
fortuitously cause the pet injuries or dama-
ge, including death, assessed by a physician.

To this end, after carrying out the relevant 
veterinary examination, the physician must 
state in the report whether the harm to the 
pet has some origin or if it is the result of 
an accident.

Línea Directa will not consider an accident, 
and will therefore exclude, those facts that 
cannot be duly justified in a veterinary re-
port and whose causes or origins do not 
meet the present definition of an accident.

In order to be reimbursed for any expenses, 
it is essential to present original invoices 
and receipts, as well as a copy of the pet’s 
updated health card. The limits are those es-
tablished in these General Conditions.

-  VETERINARY COSTS: In the event of a 
pet accident, Línea Directa will reimbur-
se the costs of veterinary treatment and 



Appendix for Home Assistance Coverage

15

hospitalisation at the veterinary centre 
chosen by the Insured party, with a limit 
of €900 per year of insurance.

- ACCIDENTAL DEATH: In the event of 
death caused by an accident to the pet 
owned by the Insured, Línea Directa will 
refund the costs derived from this cir-
cumstance such as veterinary expenses, 
transfer expenses and burial or cremation 
expenses, with a limit of €700 per insu-
rance year.

- PUTTING THE PET TO SLEEP: In the 
event of an incurable illness or accident 
that makes it necessary, in the opinion of 
the veterinarian, to put the pet owned by 
the Insured party to sleep, Línea Direc-
ta will reimburse the expenses derived 
from doing so, as well as for the burial or 
cremation of the animal, with the limit of 
€100 per year of insurance.

- SEARCH EXPENSES IN CASE OF LOSS 
OR MISPLACEMENT OF THE PET In 
the event of loss or misplacement of the 
pet owned by the Insured, Línea Directa 
will refund the costs of press and radio 
adverts to find it, with a limit of €300 per 
insurance year.

- COMPENSATION FOR THEFT OR 
LOSS OF THE PET: When the theft or 
loss of the pet owned by the Insured oc-
curs, Línea Directa will compensate them 
for the value of the animal, with a limit of 
€700 per insurance year.

- EXPENSES FROM STAYING IN KEN-
NELS OR A HOTEL: Línea Directa will 
refund the kennel and cattery costs of the 
pet owned by the Insured when the Insu-
red is urgently hospitalised due to illness 
or accident and there is no other person 
to take care of the animal, with a limit of 
€300 per insurance year.

Article 6. Assistance coverage: 
legal services

Línea Directa provides the Insured party 
with a telephone advice service to provide 
guidance on any judicial or legal query re-
garding the insured property as an owner 
or tenant, their personal and family environ-
ment and as a consumer, this being limited 
to Spanish legislation.

Línea Directa will respond within a maxi-
mum of 24 hours (with the exception of 
national holidays and weekends) and this 
will always be by telephone.

This coverage will be provided verbally 
and by telephone, excluding the drafting of 
reports or opinions.

Article 7. Assistance coverage: 
maintenance

Línea Directa will send a professional to ca-
rry out the services detailed in this Clause 
in the insured home.

This coverage will be provided with the 
limit of one service per year, with a maxi-
mum of 3 hours labour in which several 
services may be performed by the same 
specialist, provided they belong to the 
same group (exceptionally the limit will be 
1.5 hours of labour if 2 workers from the 
same group are required). The Policyhol-
der must pay for the cost of the materials 
used and, where applicable, any excess la-
bour time that may occur in each servi-
ce provided, except for the first 3 hours 
which will be borne by Línea Directa.

This coverage only includes the cost of 
travel and labour. It does not include ne-
cessary materials and mechanisms.
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GROUPS OF SERVICES:

Group 1

• Hanging curtains, blinds, curtains, pain-
tings, clothes lines, bathroom and kitchen 
accessories, mirrors, coat racks and war-
drobe rails. 

• Installation or attachment of decorative 
figures attached to walls. 

• Installation of shelves. 

• Finishing plates: floor trim (joint covers 
at the transition of 2 different floors); 
corner wall protectors. 

• Insulating windows: only weatherstrips 
between door and frame and attaching 
glass with silicone. 

• Arrangement or installation of rollers 
blinds without mechanisms and not hi-
dden in casing. 

• Changing or installation of handles, 
doorknobs, springs and small latches on 
wooden interior doors. 

• Changing hinges in small doors in kitchen 
furniture, bathrooms and wood fittings. 

• Furniture kit assembly. 

Group 2

• Covering of small holes in untiled walls 
produced by drilling (by hanging pictures, 
accessories or similar). 

• Changing or repairing damaged cistern 
mechanisms provided that it is not ne-
cessary to change the complete cistern 
(ware) or carry out any type of mason-
ry or similar work. The replacement of 
toilets is excluded, as well as work on 
any toilets which, involve risk of breakage 
due to their age or deterioration, is ad-
vised against, as well as repairs in toilets 
with hidden mechanisms (wall-hung toi-
lets or similar). Any built-in tank, fixed to 

the wall with screws, is excluded when 
any changes are evident other than tho-
se due to the proper installation of the 
part. 

• Replacement or changing of damaged 
stopcocks or taps with others of similar 
characteristics to the pre-existing ones, 
provided that it is not necessary to carry 
out any type of masonry or similar work. 
Taps on shower columns or whirlpool ba-
ths are excluded. In the case of bathroom 
installations, the service is excluded if it is 
not possible to only replace the tap. Ad-
ditional operations, such as changing the 
pipe section, etc., are not covered. 

• Repair of leaks originating inside the 
home that involve sealing the edge of 
the bath or shower tray with grout or 
silicone, regardless of whether they cau-
se damage or not. This is excluded when, 
due to the poor condition of the insta-
llation in general, simple grouting of the 
edges is not sufficient. 

• Repair of leaks in radiator valves or blee-
ders, including the replacement of the 
part if considered necessary. This service 
is excluded as long as the part is not lea-
king or broken. Any operation that forms 
part of community facilities is excluded, 
and any additional operations that may 
exist, such as replacing a pipe section, 
are not included. Any repair or change 
in which the valve or bleeder is welded 
to the radiator or to the existing pipes is 
excluded. 

Group 3

• Installation or replacement of plug and 
switch trims, light bulbs, neon tubes, fluo-
rescent tubes and primers when there is 
no need to modify electrical wiring. 

• Installation of lamps, wall lights or cei-
ling lights as long as no electrical wiring 
needs to be modified. 
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• Installation of gutters to cover cables. 

• Creation of new points for lighting, soc-
kets, telephones or televisions, carrying 
out the installation on the surface provi-
ded that it is not necessary to carry out 
any type of masonry work or similar.

MAINTENANCE warranty exclusions:

-  This excludes any type of work for 
which auxiliary means are necessary 
(safety equipment, scaffolding, exten-
sion ladders of more than 2.5 m, etc.).

-  Work requiring the opening of holes, 
breaking of walls, tiling, furniture disas-
sembly, etc. is excluded. 

EXCLUSIONS APPLICABLE TO ALL CO-
VERAGE

In addition to the exclusions specified in 
each of the risks covered, the following are 
also excluded:

a  Damage and accidents caused by mali-
ce or gross negligence of the Insured.

b  Damages resulting from criminal acts 
or recklessness that constitute a crime by 
the Policyholder, the Insured, their relati-
ves or people for whom the Policyholder 
is responsible, as well as domestic workers 
in the service of the Policyholder.

c  Claims due to a civil or international 
war, whether or not officially declared, 
events or actions of the Armed Forces or 
the State Security Forces, military or po-
pular uprisings, insurrection, rebellion, re-
volution, strike, confiscation or requisition, 
terrorism, rioting or popular uprisings.

d  Claims produced by the omission or 
defective performance of the repairs ne-
cessary for the normal maintenance of the 
insured facilities and property, or failure to 
correct obvious and known wear and tear.

e  Damage caused by inherent or obvious 
defects, the poor condition of the insured 
property, construction or manufacturing 
defects, design error or defective installa-
tion.

f  Damage directly caused by the Insu-
red Person or by a third party during the 
performance of repair, maintenance, main-
tenance, DIY, carpentry, decoration or si-
milar work.

g  Flooding, earthquake, volcanic erup-
tion, falling of astral bodies and meteorites 
and any other extraordinary natural phe-
nomena.

h  Loss or damage caused by bad faith of 
the Insured Person or by another person 
who has a contractual relationship with 
the latter or by other occupants (legal or 
illegal) of the house.

i  Damage caused by pollution or corro-
sion.

j  Damage due to nuclear reaction, nu-
clear radiation or radioactive contamina-
tion.

k  Indirect losses of any kind which are 
not exhaustively insured within the risks 
covered.

l  Any of the risks whose coverage rela-
tes to the Insurance Compensation Con-
sortium, or where this Body does not su-
pport the effectiveness of the right of the 
Insured Parties due to breach of any of the 
rules in the Regulations and Supplemen-
tary Provisions in force at the date of its 
occurrence.

m  Jewels and valuables, if their value 
exceeds €1,800 per unit, which have not 
been expressly declared in the policy.
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n  Money, except as provided for in cases 
of burglary.

o  Pawn tickets, deeds and other securi-
ties, cheques, credit cards, state issued or 
commercial paper, samples of any kind, ex-
cept as provided for in cases of burglary.

p  Theft.

q) Awnings and pergolas, except in losses 
due to rain and wind.

r  Gardens and woodland, except in los-
ses due to lightning, fire, explosion, implo-
sion and smoke.

s  Damage suffered by the property of 
Third parties, which has for any reason 
been entrusted, assigned or leased to the 
Insured Party, or is in their possession.

t  Also excluded are differences between 
the damages caused and the amounts 
compensated by the Insurance Compen-
sation Consortium, due to the application 
of exemptions, withdrawals or application 
of proportional rules and other limitations.
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