Guión del vídeo 4: “Los seguros” 
“Insurance policies”
An insurance policy  is the contract by which the Insurer (the insurance company) is obliged to repair damage occurring to the Insured(the consumer) or to pay money, a rent or other agreed services; always provided that the Insured has paid the corresponding insurance premium (the price of the insurance). The Insurer covers only the damage that are covered by the insurance contract and the agreed limits
The document that contains this contract is called a policy. The policy includes the obligations and the rights of the company and the insured, and for this reason it is so important to know everything set out in the policy.
We can classify insurance in two large groups:
-
Savings insurances such as retirement plans and pension plans.
-
Risk insurance: life, home, accidents, car, etc. 
Here we are going to present a an example of someone taking out an insurance policy and its development, based on a real case of conflict, which is still undergoing resolution. 

Margarita López is President of a Community of Home owners who one day took out a MULTIPLE PROPERTY insurance policy on behalf of the co-owners, as this was the policy offering widest cover.
Margarita received information and learnt that there are different kinds of combined insurance policies that cover different situations of risk, in such a way that the insured party has the possibility of choosing and contracting those kinds or guarantees that most interest them. 
INSURER: I’ve considered the case you told me about by phone a few days ago and I’ve come to the conclusion that the policy most suited to your requirements as a community of co-owners is precisely a multi-risk policy. It is a kind of policy very common among blocks of neighbours and which covers the risks that most habitually occur in the block of flats: fire, a gas explosion, lightning…It covers the damage caused by leaks in the general conditions of the building. And finally, you have to take into account the risk of burglary, theft and damage resulting from these thefts. Do you have any questions?  
MARGARITA: No, no…if you think that this is the policy that most suits us, I’m delighted.
INSURER: Yes, yes.
MARGARITA: Look, this morning the first neighbour who left the building noticed that a section was missing from the main door of the building
INSURER: Oh dear.
MARGARITA: Yes, yes, thieves. They’d taken half of the door! That’s right, just as I’m telling you.
INSURER: I will speak to the company’s repair service so that they can send someone to install a board to solve the problem provisionally, and then send an expert to assess the damage.
Margarita left the insurance office convinced that she had contracted a policy which best suited her neighbour’s needs. 

During the night some so-called “friendly neighbours” had made off with one of the parts of the main door of the building, to the absolute astonishment of the neighbours, who see that their safety is at risk

Just as the Insurance company had said, an expert went to inspect and assess the damage and loss occurred, and the President of the Community of Owners was informed of the decision.
EXPERT: Do you agree with everything?
MARGARITA: Well,yes, in principle yes.
EXPERT: In that case tomorrow someone will come to install the part of the door that is missing.
MARGARITA: Marvellous, because it really is quite a risk.
The man sent by the insurance company examines the damage and informs the president that it is not possible to install half the door, if it is not done completely, i.e. both sections.

MARGARITA: How come?
WORKMAN: Quite simply Madam because they don’t make these kinds of frames any more. So we have to install the two sections.
MARGARITA: Well, if that’s the only thing we can do, go ahead.
WORKMAN: You will have to speak to the insurance company because they’ve instructed me to install only half a door.
MARGARITA: But I don’t understand, if you’re telling me that we need two sections…
WORKMAN: You do need both, but the thing is the insurance policy only covers half the door, 400 euros.
MARGARITA: Well, after the expert had come to assess the damage, the man came to install the door, and when he’d had a look at it he said that we couldn’t install the one section, it had to be two. But the insurance policy only covered one section. Can you explain that to me? 
INSURER: Well yes madam, the insurance only covers the part of the door that was stolen, and the community of owners will have to pay the rest.
The estimate for a new door turned out to be three times the amount assessed by the expert for just one section of the door.
MARGARITA: This is the price for the new complete door.
SALESMAN: Exactly madam, with the price, including VAT and labour.
MARGARITA: Ah, very good, thank you very much. I’ll take this to the insurance company.
Determined to make the contract she had signed count, Margaret makes a formal claim against the insurance company. However, the claim is not accepted and the expert’s decision about the door and the corresponding amount for the damage are ruled to be correct.
MARGARITA: Of course, of course, I should have, but look what the situation is, they have told me that to change the whole door will cost 2,500 euros. Your expert says that one half of the door costs 420 euros. What a difference! And of course, you’re telling me that the community has to pay the rest of the bill. Look, I wouldn’t have taken out an insurance policy in that case!
INSURER: But Margaret, if only you had read the policy carefully. The contract of the policy says that the policy, the company will repair the damage caused.
MARGARITA: Wait a moment! No, no, no! Why didn’t you read the small print when I came here to take out the policy? You people are very clever. Look, I’m going to take the necessary steps to get this sorted out.
As the two parties fail to agree, the last amicable recourse open to Margarita to settle the affair is to take the case to the Insured’s Ombudsman., a mediator offered by some companies, and whose mission it is to solve problems with the policy holders.
MARGARITA: Of course, they did not listen to reason. As I said to the gentleman, and I so I have come here to the service defending the interests of insurance company users to see what can be done.
Margarita considers that her rights arising from the contract have been infringed, and she takes her case to the Department of Insurance, with the documentation required for the case. The Department of Insurance will ask the insurance company to present its version of the facts within 30 days.
If Margarita does not get the result she seeks via this administrative channel then she still has the law courts open to her, and if the judge decides in favour of the insurance company then Margarita will have to pay court costs.

The arbitration channel is not widespread in this field, although certain insurers (still few) are beginning to submit problems to the consumer arbitration services.
MARGARITA: 
When you take out an insurance policy, as a general rule, the insured finds him/herself in a situation of inferiority with respect to the insurance company due to lack of knowledge and experience. It is vital to read the policy; both special conditions that appear in it as well as general conditions that come in an accompanying booklet. It is really important to understand, and take in each and every one of the clauses and here it does not matter if we everything to be fully explained until it is perfectly understood. For me a door, whether it has two sides or one will always be a door; thus one when side is missing the neighbours are at risk. They are not insured and in this case of course, as there is criminal damage, this worsens the situation. I always thought that insurance policies were there to help the individual with problems that may occur to their possessions or health. In this case, therefore, this saying certainly comes into play:”better safe than sorry”.  

� We can’t guarantee whether it has been solved at the time of writing.
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