
Frequently Asked Questions
Here, we present the most common questions about the insurance included in your
reservation. We have done everything possible to answer them briefly and simply.

General Questions
Do I have to confirm my insurance?
When will I receive my insurance information?
Who is covered by the insurance?
How much time do I have to make an insurance claim?

Cancellation Insurance
What does my cancellation insurance cover?
Before starting your trip, what are the justified reasons for cancellation?
On health grounds
For legal reasons
For employment reasons
Due to extraordinary circumstances
Other grounds
How can I cancel my reservation and request a refund?

General Questions
Do I have to confirm my insurance?
The insurance is confirmed automatically.

When will I receive my insurance information?
● For reservations with Non-Refundable/Semi-Flexible rates, you will receive an email

with your cancellation policy information a few minutes after completing your
reservation.

*You can check the conditions in your reservation confirmation.

Who is covered by the insurance?
The insurance covers the person making the reservation and the accompanying travellers.

VERY IMPORTANT! To ensure your companions are fully covered, it is essential that you
add them to your reservation on the website https://app.flexmyroom.com/en/; otherwise, we
will not be able to identify them.

If you are making the reservation for a third person, you will also need to complete this step
to ensure their identification.

https://app.flexmyroom.com/en/


How much time do I have to make an insurance claim?
In case of any incident, the first thing you should do is immediately inform the insurance
company. After that, you will have up to 2 years to submit the supporting documentation.

Cancellation Insurance
The insurance is valid from when the reservation is made until the day of arrival.

What does my cancellation insurance cover?

The following amount indicates the maximum reimbursement by the Insurer.

● Reimbursement of booking cancellation expenses, up to 100% of the total amount.

It includes 28 justified cancellation reasons for which you will be reimbursed.

Before starting your trip, what are the justified reasons for
cancellation?

You will recover the prepaid amount for your reservation cancellation if you meet any of the
28 causes detailed in the policy's general conditions. Here they are:

On health grounds

1. Serious Illness, Bodily Injury or Death of:
• You, an immediate or second-degree family member or relative
• the person caring for Your children of less than 14 years of age or disabled
persons in Your charge
• Your professional substitute

2. Death of a relative of yours of third-degree kinship.

3. In the event that You are unexpectedly summoned for surgical intervention.

4. In the event that You suffer complications with pregnancy or a miscarriage.

5. In the event that You are summoned for an organ transplant.



6. In the event that a child or sibling of yours of less than two years of age becomes
ill and is covered under this insurance.

For legal reasons

7. In the event that You are summoned to appear as a party or witness in court or as
a jury member.

8. In the event that You are called to serve at an election polling station.

9. In the event that You are detained by the police (provided that this is not for a
criminal offence).

10. In the event that You are summoned for procedures relating to Your divorce.

11. In the event that You are to be given a child in adoption on the anticipated dates
for Your Stay in the hotel.

12. In the event that You are refused a visa by the Consulate without justified
grounds.

13. In the event that You are summoned by an official body in order to sign any
document in person.

For employment reasons

14. In the event that You are dismissed from Your employment. (This dismissal must
not be disciplinary.)

15. Commencement of employment in a new company in which You had not been
engaged during the previous six months. (If You are employed by a temporary
employment agency, the companies in which You have worked are considered, not
the agency itself.)

16. In the event that You are required to attend official public sector exams on the
dates of Your Stay.

17. In the event that Your employment contract is extended.

18. In the event that You are forcibly transferred in Your work, requiring a change of
residence.

Due to extraordinary circumstances

19. Severe damage to Your residence (main or secondary) or professional premises
(where Your presence is essential). We consider severe damage to be that produced
by a fire, explosion, flooding, Theft or natural forces.



20. In the event that You are unable to commence Your Stay due to acts of air, land
or maritime piracy at any point on the route to the hotel.

21. In the event that the Authorities officially declare a “disaster area” in the place
where the hotel is situated.

22. In the event of an act of terrorism or a natural Disaster at the destination. This
must occur within the 30 days prior to the date of commencement of Your Stay and
within a distance of less than 30 km from the place where the hotel is located.

23. In the event that Your company is declared insolvent.

Other grounds

24. In the event that Your income tax declaration is challenged by the Inland
Revenue (Ministerio de Hacienda) for an amount exceeding 600 Euro.

25. In the event that You cancel the hotel booking due to winning similar
accommodation in a public prize draw witnessed by a notary.

26. In the event that Your documentation or baggage is stolen immediately prior to
Travel, rendering the commencement thereof impossible.

27. In the event that Your vehicle or that of Your spouse suffers a breakdown or
Accident and Travel becomes impossible due to the fact that the repair cost exceeds
600 Euro.

28. In the event that You are awarded an official scholarship that coincides with the
dates of Your Stay.

How can I cancel my reservation and request a refund?

You can cancel your reservation and request a refund according to the policy's cancellation
conditions.

We indicate to you the STEPS TO FOLLOW:

1. Cancel your reservation at the hotel and request the invoice for the prepaid
amount.

2. Contact the insurer by providing your insurance reference through the webpage:
https://ea.eclaims.europ-assistance.com

○ Access by clicking "Request a new refund" to create your claim and track its
progress.

○ You must register with your email address to log in as many times as
necessary.

○ The insurer will review all the submitted documentation and contact you as
soon as possible.

https://ea.eclaims.europ-assistance.com
https://ea.eclaims.europ-assistance.com


○ The refund will ONLY be processed if the cancellation reason is covered
under one of the 28 reasons listed above.

3. If you have any doubts, you can contact Europ Assistance's customer service at +34
91 514 37 99 or by email at atencioncliente@europ-assistance.es. Remember to
provide your policy number for identification.

You also have the option to contact the policy mediator by phone at +34 91 423 34
25 or by email at wtw@flexmyroom.com.

Where can I find all the information related to my cancellation
insurance?

Consult the general cancellation conditions here

https://flexmyroom.com/public/europ/3sv_en.pdf

