Green Planet Heating Solutions Boiler
Care Plan Terms and Conditions.

Green Planet Heating Solutions Care Plans are
brought to you by Green Planet Heating Solutions Ltd.

1.1 Green Planet Heating Solutions Limited will provide
the level of cover described within the ‘Plan Summary’
below subject to an initial chargeable service and
inspection.

1.2 All plans are subject to a first visit
inspection/service charged at our standard rate. This
will deem if the boiler/system is suitable for a Green
Planet Heating Solutions Care Plan excluding Budget
Care Plan (see limitations)

2. Our Plans. (what's included)

2.1 Budget Plan

Here is what is included:

e Annual boiler service.

e Priority service over noncontract customers.
e Loyalty discount on other services.

2.3 Premium Plan

Here is what is included:

e Annual boiler service.

e Full house gas test.

e Annual water test.

e Unlimited call outs included per 12-month period,
excluding parts.

e Loyalty discount on our other services.

e Discount on new boiler installation.

2.4 Ultimate Plan

Here is what is included:

e Annual boiler service.

e Priority service over noncontract customers.

e Full house gas test.

e Annual water test & corrosion inhibitor top up.
eUnlimited call outs included per 12-month period,
including parts.

e Loyalty discount on our other services.

e Discount on new boiler installation.

2.5 Landlord Plan

Landlord plans are the same as above with all
landlord plans including

e Full House gas leak test.

e One kitchen appliance check (Cooker or Hob).

e Replacement or installation of carbon monoxide
alarm or smoke alarm, where necessary.

3.1. Your heating system is made up of several
different components. The components of the
heating system covered within each plan are as
follows:

3.2 Budget Plan
e Boiler Service Only

3.4 Premium Plan

e Boiler internals.

e Circulation pump.

e Thermostatic radiator valves.

e Timer/Thermostat (excluding smart controls)
¢ Radiators/Radiator Valves

e Motorised valves.

e Heating pipework.

e Hot water cylinder.

e Unvented cylinder components (excluding the
unvented cylinder itself)

3.5 Ultimate Plan

e Boiler internals.

e Circulation pump.

e Thermostatic radiator valves.

e Timer/Thermostat (excluding smart controls)
¢ Radiators/Radiator Valves

e Motorised valves.

e Heating pipework.

e Hot water cylinder.

e Unvented cylinder components (excluding the
unvented cylinder itself)

e Gas supply pipework.

e System cleanse every five years

e Lifetime carbon monoxide alarm

4. One of our Gas Safe qualified engineers will
perform the service and safety check in line with
manufacturer’s instructions.

4.2 Basic, Premium and Ultimate plans are subject to
an initial service visit charged at our standard rate to
determine if the appliance and system are suitable to



be on a care plan.

4.3. Included in this service/safety check, we will
perform the following as a minimum:

e Check emissions using a fully calibrated flue gas
analyser.

e Check of the inlet and/or working gas pressure.
e Clean condensate trap.

e Clean inside of boiler case.

e Gas rate if required.

e Flue integrity test.

e Test of safety devices and all safety checks in line
with Gas Safe guidelines.

4.4. We will also inspect the radiators, hot water
cylinder and other components for leaks or defects.

4.5. A gas tightness test will be performed in certain
circumstances to ensure the property is free from gas
leaks depending on your care plan.

4.6. The annual service will be arranged at a time and
date convenient to you but in between the months of
March and September. Unless otherwise arranged
with the contract holder beforehand.

4.7 The annual service will be carried out Monday to
Friday between 8 am and 4 pm unless otherwise
agreed by Green Planet Heating Solutions Ltd.

4.8 All care plans include the replacement of the
burner gasket which may be needed during a routine
service but items outside the burner gaskets such as
electrodes and gas supply tubing, then these will be
charged additionally and discount applied, if any,
dependant on your care plan.

5.1 We will complete a test to check all carbon
monoxide detectors in the property are working
correctly once per year.

5.2 If no carbon monoxide testers are present in the
property we can fit for cost price.
6.1 Depending on your plan, we will test your water

quality annual and if it requires inhibitor top up.

6.2 Based on the results of the test then further work
may be recommended.

7.1 We will endeavour to attend all breakdowns within
the timeframes below based on your plan:

Green Planet Heating Solutions Budget Plan:
Breakdowns reported before 4pm within 72 hours.
Green Planet Heating Solutions Budget Plan:
Breakdowns reported before 4pm within 48 hours.
Green Planet Heating Solutions Premium Plan:
Breakdowns reported before 4pm within 48 hours.
Green Planet Heating Solutions Ultimate Plan:
Breakdowns reported before 4pm within 24 hours.

7.2 In the event of a breakdown being reported on
Saturdays, Sundays, Bank Holidays or after 4pm, we
endeavour to attend the property within the
timeframes below based on your plan:

Green Planet Heating Solutions Budget Plan: Within 72
hours.

Green Planet Heating Solutions Premium Plan: Within
72 hours.

Green Planet Heating Solutions Ultimate Plan: Within
72 hours.

7.3 The timeframes outlined above are subject to
workload and availability.

8.1 We will endeavour to attend your property within:

Green Planet Heating Solutions Budget Plan: Within 72
hours irrespective of the time of day.

Green Planet Heating Solutions Premium Plan: Within
48 hours irrespective of the time of day.

Green Planet Heating Solutions Ultimate Plan: Within
24 hours irrespective of the time of day.

8.2 The timeframes outlined above are subject to
workload and availability.

9.1 Customers have the right to callouts based on
their plan as outlined below:

Green Planet Heating Solutions Budget Plan: 0
Callouts per year

Green Planet Heating Solutions Premium Plan: 3
Callouts per year.

Green Planet Heating Solutions Ultimate Plan: 5
Callouts per year.

9.2. Where call outs are unlimited this is subject to fair
use and adequate severity.

9.3 Unlimited calls out apply if there is fault present, if
we inform you that the issue is not a fault or not



covered and you call us out, we will have the right to
charge at our standard rates.

9.4 New Parts will only be fitted where old ones are
beyond reasonable repair. We will be the sole
arbitrators as to the condition of parts.

9.5 Intermittent faults, if the appliance is working at
the time of our visit, then routine checks will be
carried out to try and determine the problem. If
nothing can be identified, then this call-out will be
deducted from your free callouts in accordance with
your care plan.

10.1 A gas fire service typically includes cleaning,
safety checks and ensuring the fire is in good working
order.

10.2 All gas appliance required for the landlord gas
safety certificate must be on the service plan. The
landlord certificate cannot be complete unless all
appliances are checked. These appliances will be
charged at our normal rate to complete the
certification.

10.4 A unvented cylinder typically includes recharging
the air bubble or expansion vessel and ensuring all
safety devices are operating correctly.

11.1 All parts are subject to our normal 20% mark up.
This mark-up is to cover time sourcing and ordering
the parts, collection of the parts and the return of the
parts if faulty.

12.1. As a Comfort Club customer, you receive the
following discounts on the labour of our other
services:

Green Planet Heating Solutions Budget Plan: 5%
Discount on all labour.

Green Planet Heating Solutions Premium Plan: 10%
Discount on all labour.

Green Planet Heating Solutions Ultimate Plan: 10%
Discount on all labour.

12.2 All discount is only applied on labour only. If parts
are needed, then these are still chargeable.

12.3 Discount of the new boiler installation is on labour
only. A customer must have been on contract for a
minimum of 2 years, but this discount is applicable.

13.1 Any breakdown that is caused by sludge, scale or
system deposits will not be covered - this will be
confirmed by an independent water quality test if
required (chargeable to customer if it fails). We will
offer advise on how to prevent or cure future issues
with sludge/debris; this upgrade work will be
chargeable.

13.2 Any breakdown that is a result of a problem with
the water mains, electrical grid or gas main/meter.
Including having no credit on a gas meter.

13.3 Pre-existing faults and defects in the design or
installation of the system.

13.4 Any breakdowns caused by blocked drains
backing up into the boiler.

13.5 Replacement of cosmetic parts such as boiler
casings and covers.

13.6 Faults caused due to the fabric of the building, for
example, pipes in walls bursting due to subsidence.

13.7 Any defects caused due to malicious actions,
misuse or third-party interference.

13.8 Any defect caused by; fire, flood, lightning,
explosion, storm, frost, terrorism or the impact of any
other extraneous cause.

13.9 We will not be held responsible for delays in the
provision of parts from suppliers or delivery firms.

13.10 Designer radiators will be attempted to be
repaired but not covered for replacement. Where a
radiator requires changing, we will only change for a
standard white panel radiator.

13.11 Where the fault is with smart controls or
thermostats when basic controls will be used to
replace them unless the customer purchases
replacement smart controls.

13.12 As boilers get older for many reasons, they
become noisy, where noise is down to the age of the
appliance, we will not class this as a fault and is not
covered under any plan.

13.13 We are not liable for any repairs to which we
cannot gain reasonable access, removal of any



obstructions will be at our sole discretion and will
reserve the right to charge you at our standard rates.
We may insist that you arrange for the obstruction
prior to us carrying out the repair, we will not be held
liable for any making good unless it's down to our
negligence.

13.14 Any loss or damage to any property caused by
the boiler, heating system or plumbing system
breaking down for example damage to ceiling due to
a leak.

13.15 The cost of removing sludge or scale from the
system and the damage caused or adding corrosion
inhibitor would not be covered.

13.16 Removal of dangerous materials for example
asbestos.

13.17 Any part of a flue concealed within the fabric of
the building.

13.18 Adjustments to time controls unless already on
site.

13.19 Replacement of smart thermostat or smart
thermostatic radiator valves.

13.20 Below Ground drainage.
13.21 Mains supply pipe.

13.22 Replacement of baths, shower cubicles, basins
and toilets.

13.23 Repairs to concealed toilets and showers
13.24 Unvented Cylinders or Thermal Stores.

13.25 Pipework buried underneath concrete floors. This
includes both central heating and gas supply pipes.
Where re-pipe is required, either central heating or
gas supply pipework, this will be quoted for with the
customer receiving the loyalty discount as per their
contract.

13.26 If the total repair cost exceeds £600 on any plan
the boiler or system will be deemed beyond
economical repair or when the main heat exchanger
has failed.

13.27 If an issue with the gas supply pipework is
identified and a full re-pipe is required, as part of the

ultimate plan the supply to the boiler will be covered
under the terms of the contract. If any other
appliances require the gas supply to be re-piped,
then this will be chargeable.

13.28 We are not liable for any work carried out by
third parties not authorized by us.

13.29 We are not liable If after testing for safe
electrical isolation the PCB fails.

13.30 There is to be no claims made within 30 days off
the cover being taken out.

14.1 Customers that have arranged a breakdown
callout or annual service are given a 4-hour slot.

14.2 Customers must give 24 hours’ notice to change
an appointment date/time. In the event of no
access to a pre booked appointment there will be
a chargeable fee of

14.3 In the event of a tenant missing a pre-
arranged appointment then the landlord will be
charged

15.1 We reserve the right to use subcontractors to
carry out any breakdowns or annual services. All
subcontractors will be Gas Safe registered and vetted
by us for suitability.

16.1 All certificates will be held electronically by Green
Planet Heating Solutions Ltd.

16.2 Customers can request copies of any certificate
at any time via email without charge.

16.3 Customers can request a hard copy of any
certificate subject to a printing and postage charge
of £5.

17.1In the case of a Plan including boiler or system
care, when we carry out your first boiler service and
inspection of your boiler and system, if it transpires
that your boiler and/or system were not safe and in
good working order at the time of your application
then we will give you a quote for the additional work
required to bring your boiler and/or system up to the



required standard. You are under no obligation to
have the work undertaken, but if you decide not to go
ahead with the work, we will cancel your care plan,
and you will be invoiced for the cost of our visit and
for any work carried out (less any payments received
in respect of the Plan).

By purchasing or renewing a Service Plan,
you acknowledge that you have read and agree to
these Terms & Conditions. If you have questions,
please contact us prior to subscribing.

Green Planet Heating Solutions Ltd — Service Contract

11

Terms and Conditions

These are the standard Terms and Conditions
which apply to all Service Contracts entered into
with us, Green Planet Heating Solutions Ltd, a
company registered in England and Wales under
number 13101264, (referred to as “the
Company/we/us/our”).

Definitions and Interpretation
In these Terms and Conditions, unless the context



1.2

otherwise requires, the following expressions have
the following meanings:

“Consumer” is as defined in the Consumer
Rights Act 2015;

“Customer/you/your” means vyou, the
Consumer or landlord entering into the Contract
with us. Where an individual is entering into the
Contract as a landlord, the individual confirms
they will ensure their tenants allows access to
the Property, you as the landlord will be our
Customer in the context of the Contract;
“Equipment” means the boiler and/or central
heating system and/or plumbing system to be
serviced by us as listed in the Contract in addition
to new or replacement equipment or parts
supplied by us in our provision of the Services;
“First service” means our visit to you after you first
enter into a Contract with us to check and confirm
whether we can cover you;

“Property” means the building, including any
attached garage or conservatory and the land up to
your boundary, where the Services are to be
carried out;

“Repair” means to fix your Equipment following a
fault or breakdown;

“Replace” means us replacing your Equipment or
parts with a standard alternative. We will provide
replacements with similar functionality but not
necessarily an identical make, model or type of
fitting;

“Order” means your order for the Service Plan;
“Order Confirmation” means our acceptance and
confirmation of your Order as described in clause
2;

“Services” means the services to be provided by
us to you as detailed in clause 4 below;

“Service Fee” means a fixed sum to be paid by you
to us for the Service Plan, in accordance with the
Contract;

“Service Plan” means either the Budget, Basic,
Premium or Ultimate plan that is stipulated in the
Service Contract or agreed via our Website.
“Website” means www.greenplanetheating.com
Unless the context otherwise requires, each
reference in these Terms and Conditions to:

121 “writing” and “written” includes emails and
text messages;

“Contract” and “Service Contract” refers to the
contract entered into between you and us
which incorporates and is subject to these
Terms and Conditions;

“Terms and Conditions” refers to these Terms
& Conditions as may be amended or
supplemented at the relevant time;

1.2.2
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124 any reference to “working days” means
Monday to Friday, 8:00am —5:00pm, excluding
public holidays;

a statute or a provision of a statute is a
reference to that statute or provision as
amended or re-enacted at the relevant time;
and

a clause refers to a clause of these Terms and
Conditions.

The headings used in these Terms and Conditions
are for convenience only and shall have no effect
upon their interpretation.

Words imparting the singular number shall include
the plural and vice versa.

1.25

Term

The Contract will begin on the start date specified
in the Service Plan or upon initial sign up via our
Website and will continue for a minimum term of
12 months from that date. After the minimum
term, the Contract will be automatically renewed
and will continue on a rolling monthly basis unless
it is terminated in accordance with clauses 8 or 9
below.

After the expiry of the minimum term, we reserve
the right to adjust our Service Fee and will notify
you of the change in price.

If any Property or Equipment changes during the
minimum term, or any renewed term, please notify
us as soon as possible. The required changes will
be added to the Contract at our discretion and if we
accept this, we will issue the amended Contract to
you with notification of any revised Service Fee and
payment terms. The Contract will not be deemed
automatically to cover any additional Equipment
that you may purchase (from us or a third party)
during the term of the Contract.

If you move to a new Property, you need to tell us
as soon as possible. We may start a new Contract,
transfer your current Contract to your new address
or cancel it, at our discretion.

Fees and Payment

The price of the Service Plan and subsequently
the monthly cost for each month will be that
shown on our Website or in writing at the time of
your Order.

For our Service Plan, we take payments by
continuous payment authority on the same date
each month as the date you made the Order (or
the next working day if this day falls on a
weekend or bank holiday.

We have made every reasonable effort to ensure
that the prices on our Website are correct. If we



3.4
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3.6

3.7

3.8

3.9

3.10

3.11

find, or are made aware of, any typographical,
clerical or other accidental errors or omissions
on our Website, we will make every reasonable
effort to correct such errors or omissions as
soon as is reasonably possible.

If there is an obvious pricing error on our Website
we will be under no obligation to provide the
Service Plan to you at the incorrect (lower) price,
even after we have sent you an Order
Confirmation, if the price error is unmistakable
and could have reasonably been recognised by
you as a mispricing. Prices will be checked when
we process your Order.

All prices include VAT, where applicable. If the
rate of VAT changes between the date of your
Order and the date of your payment, we will
adjust the rate of VAT that you must pay.
Changes in VAT will not affect any prices where
we have already received payment in full from
you.

You will be required to pay for the first month at
the time of placing your Order.

By entering into a Service Plan, you are agreeing
to a 12-month contract term. You acknowledge
thatyour Service Plan has aninitial and recurring
payment feature and that you accept
responsibility for all recurring charges prior to
cancellation.

We will submit monthly charges without further
authorisation from you until you cancel your
Service Plan and rolling monthly after the initial
12-month term.

For the avoidance of doubt, by taking out our 12-
month Service Plan, you agree to commit to it for
the full 12-month period. If you choose to cancel
your Service Plan before the end of the 12-month
period, you will still be required to make full
payment in respect of the full 12-month period.
In the event that you fail to pay in full for the
remainder of the 12-month term, we reserve our
rights to recover such sums from you by all legal
means necessary (including instructing a third-
party debt collection agency to recover the
same).

Call out charges over and above the included
callouts within your Service Plan are the price as
stipulated in the Service Contract which is
payable at the time of booking. No call outs are
deemed booked until that payment is made.

We will guote for any additional Services including
Repair you ask us to carry out that are not included
in your Contract or are advised by us that the
Equipment needs a Repair or Replacement at a
discounted rate depending on the Service Plan and

3.12

3.13

3.14

4.1

4.2

43
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these will need to be accepted by you in writing
before we will go ahead with the works. These
extra Services may be subject to different terms
and conditions, but we will advise in our quotation
if that is the case. If you decide to not accept our
guotation we reserve the right to end the Contract
or charge a call-out fee to check the viability of the
works.

If your payment is late, including if a monthly
recurring payment does not reach us on time, we
may charge you interest for each day the payment
is late, until we receive it. Interest will be
calculated at 4% per annum above the Bank of
England base rate. If your payment is late, we will
stop providing our Services to you until we have
received it.

All payments made via the Website will go
through Stripe. No credit or debit card
information is provided to us and completion of
the transaction will be subject to you agreeing to
the payment gateway provider’s terms and
conditions. A separate contractual relationship
will be created between you and this third party,
and we cannot be held liable for any errors,
actions, omissions orincorrect charges that may
be made by them. Any card details we take
directly from you will not be stored anyway and
disposed of as soon as the details have been
entered into the system.

We reserve the right to increase our Service Plan
fees at any time outside of any minimum term
you are in, should any of our costs increase for
any reason including but not limited to national
minimum wage, changes to National Insurance
contributions, supplier costs and in line with RPI
increases.

Services

The Services covered under the Service Plan are
detailed on our Website or in writing, which lists all
the Services we include and exclude.

We will provide our Services in a timely manner and
in accordance with prevailing best practices in the
industry.

Upon onboarding and where applicable payment
being made we will check that your boiler is on our
approved list, estimate its age and check that your
Equipment does not have any pre-existing faults. If
we find it is not on the approved list or it has a pre-
existing fault, we will either tell you what needs to
be done to fix it and how much this will cost, offer
you a different Contract or cancel your Contract.
We do not include cover for any pre-existing faults
or design faults from when your Equipment was



4.5

4.6

4.7

4.8

4.9

4.10

4.11

4.12

installed or added to the Service Plan that we have
previously told you about and you have not fixed,
or that we could not reasonably have been
expected to know about.
If you discover a fault whilst on the Service Plan you
must call the Service Plan number and describe the
fault. Providing we can verify your payments are up
to date and the fault is covered we will take
payment for the call out fee where applicable and
schedule the engineers visit.
The call out will be booked based on the callout
timeframes stipulated to you in the Service Plan
subject to availability and workload. We cannot
guarantee we will be able to Repair the fault within
this time but we will keep you informed of progress
throughout and will endeavour to provide a
temporary solution if necessary.
From time to time, your Equipment may need
permanent repairs, improvements or system
flushes that are not covered by your Service Plan to
keep working safely and efficiently. We will quote
for these separately at a discount and if you do not
wish to go ahead with the quote, then that
Equipment will be removed from the Contract and
in accordance with clause 3.11.
If, in our reasonable opinion, we consider that any
Equipment cannot be repaired economically or any
Equipment or parts become obsolete and we notify
you accordingly, we will not be required to carry
out any Services in relation to that Equipment and
it will be deemed to be no longer listed in the
Contract.
We cannot be held responsible for any loss of or
damage to, or cleaning of property, furniture or
fixtures as a result of your Equipment breaking or
failing (e.g. damage caused by water leaks), unless
we caused it.
When your annual service is due, we will send you
an email, letter, text message or call you to arrange
it. If we do not receive a response, we will not
make another attempt but you can contact us at
any time to arrange your annual service.
If we Replace any Equipment, the replacement we
provide will have similar functionality but not
necessarily the same features or an identical make
and model or type of fitting. Alternatively, we can
use a replacement part that you have bought
yourself, if we have first approved it, subject to
clause 4.14 below.
Your Contract does not cover:
4121 any damage you or anyone other than us has
caused. We may quote for the Repair or cancel
your Contract;

4.13

4.14

4.15

5.1

4122 the Repair or Replacement of any Equipment
or parts that have been deliberately damaged
or misused. We will use our expert judgement
to determine how the damage was done;

4123 Repairs or Replacement for minor cosmetic
damage that does not stop your Equipment
from working properly or make it unsafe, e.g.
cosmetic scratches;

4124 any damage that is caused by changes in, or
problems with, the supply of your gas, water or
electricity. This includes, but is not limited to,
parts needing to be replaced due to poor water
conditioning;

4125 Repairing or Replacing any damage caused by
extreme weather, flooding, structural issues,
fire, explosions, or any other damage that
would normally be covered by household
insurance;

4126 accommodation, expenses or any costs if you
need to leave your Property as a result of
Equipment faults;

4127 improvements or upgrades, for example
replacing working radiators or swapping
radiator valves for thermostatic ones.

If we cannot turn off the external water supply

stopcock to your Property to complete your Repair,

it is your responsibility to get your water supplier to
turn it off.

Where Equipment or parts have been supplied by

us, we will provide a guarantee, which will be

limited to the extent of the guarantee provided to
us by the manufacturer’s guarantee or warranty (if
any). This is subject to payment having been

received by us in accordance with clause 3.

Where Equipment or parts have been supplied by

you, we accept no responsibility for them or for any

faults in them. If we are delayed in carrying out our

Services because of such Equipment or parts (if, for

example, their delivery is delayed), we reserve the

right to charge for costs incurred by us as a result.

Any return visits required due to faults in any

Equipment or parts supplied by you will be

chargeable.

Your Obligations

You will enable us to access the Property and the
Equipment at all times during which we reasonably
require such access in order to provide the
Services. We require a person over the age of 18 to
be present at the property during the Services. If
you are not at the Property when our engineer
visits, you must make sure that there is someone
else present who can give instructions to our
engineer on your behalf.



5.2

5.3

5.4

5.5

5.6

6.1

6.2

6.3

6.4

6.5

6.6

If we are unable to gain access to the Property or
the Equipment in accordance with clause 5.1, this
will be considered an aborted visit and we will
charge for this at our standard rate in place at the
time. It will be your responsibility to rearrange our
visit.

You will ensure that all Equipment is used in an
appropriate  manner and, where relevant, in
accordance with any and all guidelines and
instructions issued by us and the manufacturer.

If your Equipment is covered by a third-party
warranty, it is your responsibility to make sure that
any Services we provide do not affect that
warranty.

You will take all reasonable precautions to protect
the health and safety of our employees, agents and
sub-contractors while on your Property.

If you rent out your Property, your tenants or your
managing agents can call us directly to arrange any
engineer’s visit, providing you have given them
permission to do so.

Liability
Subject to this clause 6, we will be responsible for
any foreseeable loss or damage that you may suffer
as a direct result of our breach of these Terms and
Conditions or as a result of our negligence. Loss or
damage is foreseeable if it is an obvious
consequence of the breach or negligence or if it is
contemplated by you and us when the Contract is
entered into. We will not be responsible for any
loss or damage that is not foreseeable.
We accept no liability in respect of the following:
621 damage due to causes beyond our control
including, but not limited to, any force majeure
event;
loss or damage to the works carried out by us,
where this is caused by you or any third party
not authorised by us;
623 damage or deterioration arising out of normal
wear and tear.
Nothing in these Terms and Conditions is intended
to or will limit or exclude our liability for death or
personal injury caused by our negligence or for
fraud or fraudulent misrepresentation.
We will maintain suitable and valid insurance,
including public liability insurance. Details are
available on request.
We will not be liable to you for any loss of profit,
loss of business, interruption to business or for any
loss of business opportunity.
We are not responsible for any pre-existing faults
or damage in or to your Property that we may
discover while providing the Services.

6.7

7.1

7.2

7.3

7.4

7.5

8.1

8.2

Nothing in these Terms and Conditions is intended
to or will limit your legal rights as a Consumer under
any consumer protection legislation, where
applicable. For more details of your legal rights,
please refer to your local Citizens’ Advice Bureau or
Trading Standards Office.

Cooling Off Period — Consumers Only

Where you are a Consumer, you have a statutory
right to a cooling off period. This period begins
once the Contract is formed and ends at the end of
14 calendar days after that date.

If you wish to cancel the Contract within the cooling
off period, you should inform us immediately by
email to the contact details provided to you.

You will meet the cancellation deadline as long as
you have sent your cancellation notice before the
14 days have expired.

If you cancel within this period, you will receive a
full refund of any amount paid to us in respect of
the Contract using the same payment method you
used. In any case, you will not incur any fees as a
result of the refund.

No call-outs can be booked within the first 14 days
however If you book an annual service and this falls
within the cooling off period, you must make an
express request for the Services to begin within the
14 day cooling off period. By making such a
request, you acknowledge and agree to the
following:

751 If the annual service is carried out within the 14
day cooling off period, you will lose the right to
cancel once this has been completed;

If you cancel the Contract after the Services
have begun, you will be required to pay for the
Services supplied up until the point at which
you inform us of your wish to cancel. The
amount due will be calculated and refunded or
deducted in proportion to the total quoted fee
and the actual Services already provided.

7.5.2

Cancellation after the Cooling off Period and for
Non-Consumers
As detailed in clause 2, the Contract is for a
minimum term of 12 months. If you are not a
Consumer, or if you are a Consumer and you wish
to cancel after the 14-day cooling off period
detailed in clause 7, you will need to pay for, and
the Service Plan will continue, until the end of the
12 month period.
The Contract will then automatically renew on a
rolling 12-monthly basis, unless you contact us in
writing to cancel, giving at least 30 days’ notice of
the cancellation.



8.3

9.1

9.2

9.3

10.

10.1

If you cancel the Service Plan at any time after the
cooling off period and before the end of the annual
term and we have carried out any work for you, you
will have to pay for the Services we have carried out
including any Repair, any Equipment and/or parts
we have bought and any costs incurred by us as a
result.

Termination

We will be entitled to terminate your Contract by
contacting you in writing in the event that:

You give us false information;

Your Equipment is not on our approved list or
we cannot source parts for it;

We find a pre-existing fault during the First
Service;

You fail to allow us access to the Property on
more than one occasion;

Our advice, repairs and improvements are not
undertaken;

You fail to pay the Service Fee to us by the due
date;

You are abusive towards our staff;

Your Property is unfit or unsafe to work in; or
You demand services which do not form part
of the Services and which are not covered by
the Contract.

If we terminate your Contract for any reason, you
will have to pay for Services we have carried out,
any Equipment and/or parts we have bought in
conjunction with a Repair or Replace plus any costs
incurred by us as a result.

Either you or we can terminate the Contract by
contacting the other party in writing if the other
party:

931 Commits a material breach the Contract in any
way and fails or refuses to do remedy the
breach within 14 days after receiving notice in
writing requesting that party to do so;

Goes into bankruptcy or liquidation either
voluntary or compulsory or if a receiver is
appointed in respect of the whole or any part
of its assets.

9.1.1

9.1.2

9.1.3

9.1.5
9.1.6

9.1.7

9.1.8

Events Outside of Our Control (Force Majeure)

We will not be liable for any failure or delay in
performing our obligations where that failure or
delay results from any cause that is beyond our
reasonable control. Such causes include, but are
not limited to: adverse weather, power failure,
internet service provider failure, strikes, lock-outs
or other industrial action by third parties, fire,
flood, storm, earthquake, subsidence, acts of
terrorism or war (threatened or actual), natural

11.

111

12,

13.

13.1

13.2

13.4

13.5

14,

disaster, or any other event beyond our reasonable
control.

Communication and Contact Details

In certain circumstances you must contact us in
writing. When contacting us in writing you may
contact us by email or by pre-paid post at the
address stated at the beginning of these Terms and
Conditions.

How We Use Your Personal Information: All
personal information that we may collect will be
collected, used and held in accordance with the
provisions of the Data Protection Act 2018, the UK
General Data Protection Regulation, and any
subsequent amendments to them. For further
information, please refer to our privacy policy,
available on request.

Other Important Terms

We may transfer (assign) our obligations and rights
under these Terms and Conditions (and under the
Contract, as applicable) to a third party (if for
example, if we sell our business or we instruct a
third party on our behalf). Your rights under these
Terms and Conditions will not be affected and our
obligations under these Terms and Conditions will
be transferred to the third party who will remain
bound by them.

You may not transfer (assign) your obligations and
rights under these Terms and Conditions (and
under the Contract, as applicable) without our
express written permission.

The Contract is between you and us. It is not
intended to benefit any other person or third party
in any way and no such person or party will be
entitled to enforce any provision of these Terms
and Conditions.

Any part of these Terms and Conditions found to be
unlawful, invalid or otherwise unenforceable
would be severed from our Contract. The validity
and enforceability of the remaining parts of the
Contract would not be affected.

If the rights under these Terms and Conditions are
not exercised or enforced following a breach of
contract by either party, this does not mean that
either of us has waived our right to do so at a later
date.

Governing Law and Jurisdiction: These Terms and
Conditions and the Contract between us will be in
accordance with the laws of England and Wales and
any dispute will fall within the jurisdiction of the
courts of England and Wales.









