
  

                          

  

Thank   you   so   much   for   choosing     

Neater   Heat   -   Service   Care   

In   an   industry   notorious   for   breaking   promises   and   having   a   reputa�on   for   being   unreliable,   Neater   Heat   breaks   the   

mould   delivering   honest,   reliable   central   hea�ng   plans   with   no   unfair   price   hikes   and   the   best   customer   service   

possible.   

As   part   of   this,   we   have   designed   our   terms   and   condi�ons   to   be   as   easy   to   read   and   as   transparent   as   possible.   

This   is   the   legal   part   of   your   agreement   with   us,   but   we   have   tried   to   remove   any   confusing   jargon   and   language   

from   it   so   that   it   is   easy   to   understand.   

We   want   you   to   know   exactly   what   you   are   paying   for   so   please   do   spend   a   bit   of   �me   reading   this   as   it   will   help   

you   understand   exactly   what   is   included   in   your   chosen   care   plan.   

We   have   created   our   products   by   listening   to   customers   and   understanding   their   needs.   This   is   an   ongoing   process   

and   therefore   we   value   hearing   from   as   many   of   you   as   possible   so   we   can   shape   our   future   products.   If   there   is   

anything   you   don’t   understand   or   have   any   other   thoughts,   please   do   reach   out   as   we   love   hearing   from   you.   

 
  



  

  

Service   Care   Plan   Terms   and   Condi�ons   

  
  

These   terms   and   condi�ons   include   all   the   informa�on   you   need   to   know   about   your   contract   explaining   what   we   
offer,   what   your   contract   does   and   does   not   include,   how   to   make   a   claim   under   your   contract,   how   to   change   or   
cancel   your   contract   and   what   changes   you   need   to   inform   us   of   to   make   a   claim.     

If   anything   is   not   correct   on   your   agreement,   or   if   you   have   any   ques�ons,   please   call   01252   338   078.   

The   following   elements   form   your   contract   with   Neater   Heat   Ltd,   please   read   them   and   keep   them   safe:     
  

1.   Terms   and   condi�ons   

2.   Your   latest   Contract   Schedule   issued   by   Neater   Heat   Ltd  

3.   Any   changes   to   the   terms   and   condi�ons   contained   in   no�ces   issued   by   Neater   Heat   Ltd   at   renewal   
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Some   phrases   that   we   use   in   these   terms   and   condi�ons   have   specific   meanings.   When   you   see   these   words   
appear   in   the   document,   look   at   this   list   for   the   specific   meaning.   

  

Agreement   

- the   document   that   shows   the   products   you   have   with   us,   the   period   of   agreement,   how   much   you’re   
paying   and   any   exclusions   

Approves   List   

- A   list   of   appliances   covered   by   us     

Annual   Boiler   Service   

- a   boiler   service   carried   out   every   12   months   

Controls   

- the   controls   and   valves   that   directly   affect   the   func�onality   of   your   boiler.   

Cylinders   

- cylinders   that   store   hot   water.   

First   Visit   

-    a   check   to   confirm   whether   we   can   cover   your   boiler   and   controls   or   central   hea�ng.   

Gas   Supply   Pipe   

- the   pipe   that   connects   your   gas   meter   to   your   gas   boiler   and   other   gas   appliances   you   have   on   your   
property.   

Home   

- the   building,   including   any   a�ached   garage   or   conservatory   where   you   live   or   a   home   you   own,   including   
holiday   homes   or   rental   proper�es.   
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Landlord   

- someone   who   owns   a   property   which   they   don’t   occupy   and   which   may   be   occupied   by   a   tenant.   

Managing   Agent   

- someone   who   provides   managed   services   to   a   landlord   in   rela�on   to   one   or   more   proper�es.     

Monitor/Monitoring   

- keeping   an   eye   on   your   boiler   data   so   we   can   iden�fy   when   your   boiler   is   failing   to   produce   heat   or   hot   
water.   

Period   of   Agreement   

- the   day   your   agreement   starts   un�l   your   agreement   runs   out,   as   detailed   on   your   statement.   

Product/Products   

- cover   or   service   for   certain   appliance(s)   or   system(s).   

Property/Proper�es   

- a   home   and   all   the   land   up   to   your   boundary   –   including   any   detached   outbuildings.   

Repair(s)/Repairing/Repaired   

- to   fix   your   boiler,   appliance   or   system   following   an   individual   fault   or   breakdown   but   not   repairs   that   are   
purely   cosme�c   (for   example   mould,   dents   or   scratches)   or   related   to   so�ware   which   doesn’t   stop   the   
main   func�on   of   your   boiler,   appliance   or   system   from   working   or   make   it   unsafe.   

Replacement/Replace/Replacing   

- where   we   replace   your   boiler,   appliances   we’ll   provide   replacements   with   similar   func�onality   but   not   
necessarily   an   iden�cal   make   and   model   or   type   of   fi�ng.   

Sanitary   Ware   

- your   toilet   bowl   and   cistern,   bidet,   sink,   pedestal,   bath   and   shower   tray.   

Sludge   

- the   natural   build-up   of   deposits   in   your   boiler   or   central   hea�ng   system   as   it   corrodes   over   �me.   

Lo�   Tanks   
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- the   tanks   normally   located   in   your   lo�   

Upgrades   

- improvements   that   make   your   boiler,   appliance   or   system   safer,   or   more   efficient.   

Warm-Air   

- where   your   home   is   heated   by   warm   air   flowing   through   vents,   not   hot   water   flowing   through   radiators.   

‘We’,   ‘us’   and   ‘you’   

By   ‘we’,   ‘us’,   or   ‘our’,   we   mean   Neater   Heat   Ltd   –   as   the   provider   of   the   services   

By   ‘you’   or   ‘your’,   we   mean   the   person(s)   named   on   your   policy,   plus   the   people   who   normally   live   in   your   home,   
including   any   tenants.   Only   the   person(s)   named   on   the   policy,   or   their   spouse,   legal   partner   or   authorised   contact   
can   amend   or   cancel   the   agreement.     
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SERVICE   CARE   
What   is   covered   

Service   Care   is   designed   for   your   peace   of   mind   that   your   system   is   being   checked   annually,   safe   in   the   knowledge   that   we   are   

here   if   you   need   us.   

Annual   Boiler   Service   

Annual   Boiler   Service   and   system   health   check   to   ensure   your   boiler   and   hea�ng   system   is   working   as   safely   and   efficiently   as   

possible.     

Service   Reminder   

You’ll   never   have   to   worry   about   missing   your   boiler   service,   we’ll   remind   you   every   year   without   fail.     

Online   Booking   Access   

Simply   scan   the   QR   code   on   your   boiler   to   report   a   fault   and   we   will   send   an   engineer   to   repair   the   fault.     

x2   Call   outs   

Including   the   first   hour   to   repair,   diagnose   or   make   safe   any   issues   you   find   throughout   the   year   to   your   boiler   or   controls   
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SERVICE   CARE   
What   is   not   covered   

Parts     

Parts   are   not   covered   on   this   plan,   you   will   need   to   upgrade   to   one   of   our   other   plans   for   this   but   any   that   are   needed   will   be   at   

a   reduced   rate.     

Addi�onal   Boilers   or   Appliances   

This   cover   is   specific   to   the   boiler   and   hea�ng   system   on   the   policy.   

Certain   types   of   boilers   

You   are   not   covered   for   repairs   to   the   following:   

● Warm   air   units   

● Electric   Boilers   

● LPG   Boilers   

● Oil   Boilers   

Wi-fi   or   hub   issues   

Wifi   issues   or   internet   connec�ons   that   are   necessary   to   make   your   controls   and   hea�ng   system   func�on   correctly.   

Swimming   Pools,   Heat   Pumps   and   Underfloor/   Outdoor   Hea�ng   

● Any   part   of   your   boiler   and   controls   which   directly   supplies   a   swimming   pool.   

● Repairing   or   replacing   solar   or   air   or   ground   source   heat   pumps.   

● Repairing   or   replacing   any   systems   or   controls   designed   for   underfloor   or   outdoor   hea�ng.   
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OPTIONAL   EXTRAS   

Gas   Fire   Service   

You   can   choose   to   add   gas   fire   service   to   your   plan.      The   gas   fire   service   add   on   is   a   service   only   add   on   which   will   be   carried   out   

on   the   same   visit   as   your   annual   boiler   service.   
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LANDLORD   PACKAGES   

If   you’re   a   landlord,   it’s   a   legal   requirement   that   you   have   a   valid   Landlord   Gas   Safety   Record   (LGSR)   for   the   gas   meter,   gas   

pipework   and   all   the   gas   appliance(s)   in   your   home.   

If   you   purchased   a   Landlord’s   Care   Plan   you   will   get   the   services   included   in   the   package   you   purchased   (Service   Care,   Boiler   
Care,   System   Care)   and   also   receive   a   Landlords   Gas   Safety   inspec�on   on   all   the   gas   appliances   in   the   home.   We   will   usually   do   
the   LGSR   at   the   same   �me   as   the   annual   boiler   service.   

What   is   covered   

LGSR   (Landlord   Gas   Safety   Record)   

This   includes:   

● An   inspec�on   of   your   gas   meter,   gas   pipework   and   gas   appliances   in   your   home   

● A   Gas   Safety   Cer�ficate   for   your   gas   meter,   gas   pipework,   gas   boiler   and   gas   appliances.   We   can   email   the   Gas   Safety   

Cer�ficate   to   you   and   your   tenant   too   if   you   prefer   

What   is   not   covered   

Here   are   the   things   we   do   not   cover   specific   to   the   product.   There   are   also   general   exclusions   in   their   own   sec�on.   

Parts     

Parts   are   not   covered   on   this   plan,   you   will   need   to   upgrade   to   one   of   our   other   plans   for   this   but   any   that   are   needed   will   be   at   

a   reduced   rate.     
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Addi�onal   Appliance   Servicing   

We   will   only   service   the   main   appliance   listed   on   the   policy.    Addi�onal   appliances   can   be   added.   

Reinspec�on   

Your   policy   only   includes   one   LGSR.   If   you   fail   your   first   one   you   will   need   to   pay   extra   for   a   reinspec�on   

  

  

How   to   organise   an   Annual   Boiler   Service   or   Landlords   Gas   Safety   Inspec�on   

All   products   include   an   annual   service   which   is   a   check-up   of   your   gas   boiler,   central   hea�ng,   and   ven�la�on   each   year   to   make   

sure   they   are   working   safely   in   line   with   the   relevant   laws   and   regula�ons.   

Arranging   the   annual   service   visit   

We   will   try   to   contact   you   or   your   authorised   contact   to   book   your   annual   service   2   weeks   before   the   due   date   of   your   annual   

service   visit.   

We   will   make   three   a�empts   to   contact   you   about   your   annual   service.   A�er   the   third   failed   a�empt   to   contact   you   or   your   

authorised   contact,   it   is   up   to   you   to   rearrange   your   annual   service   and   you   will   not   be   refunded   for   the   cost   if   you   miss   the   

annual   service.    Failure   to   keep   your   products   annually   serviced   will   exclude   them   from   your   plan   and   a   claim   will   not   be   able   to   

be   made   against   them   un�l   the   annual   service   has   been   completed.    This   may   also   invalidate   your   boiler   guarantee.   
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We   will   try   to   complete   your   annual   service   on   the   anniversary   of   your   last   service.   However   some�mes   your   annual   service   

may   be   more   than   12   months   a�er   your   last   service   visit.   In   periods   of   local   high   demand   for   our   services   (usually   due   to   cold   

weather),   Neater   Heat   will   priori�se   breakdowns   and   therefore   Neater   Heat   may   need   to   rearrange   these.   

What’s   involved   in   an   annual   service   

Your   annual   service   may   include   tes�ng   the   gas   your   boiler   or   fire   produces.   If   it   is   necessary   to   take   your   boiler   apart   to   adjust   

or   clean   it,   we   will   do   so.   

When   we   complete   the   annual   service,   our   engineer   will   give   you,   or   we   will   send   you,   a   survice   &   maintenance   checklist   that   

shows   you   exactly   what   we   looked   at   as   part   of   the   annual   service.   If   we   find   a   problem   or   fault   that   needs   to   be   fixed,   we   tell   

you   about   it.   

First   Visit   

A   first   visit   is   not   required   on   the   service   plan.   

  

How   to   organise   a   claim   

Arranging   a   claim   

We   aim   to   handle   all   claims   as   quickly   and   as   efficiently   as   possible   and   strive   to   keep   you   updated   along   the   en�re   process.   To   
make   a   claim   call   us   on   01252   338   078   and   you   will   get   through   to   someone   who   can   help   you.   

Grace   period   before   you   can   request   a   repair   

You   will   not   be   able   to   request   a   repair   in   the   first   14   days   of   your   start   date   or   un�l   your   first   visit   has   been   completed.   

Callout   fees   

If   work   is   required   on   a   call   out   on   part   of   the   system   that   is   not   covered   under   your   care   plan   a   quote   will   be   provided   and   will   
need   to   be   signed   before   any   work   is   carried   out.   

Arranging   a   �me   to   visit   or   make   repairs   
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We   will   try   and   arrange   a   repair   or   visit   at   a   �me   that   is   convenient   to   you,   unless   something   beyond   our   control   makes   that   
impossible   –   in   which   case   we   will   let   you   know   as   soon   as   possible   and   arrange   another   �me   when   our   engineer   can   visit.   

Cash   reimbursements     

We   will   not   offer   you   cash   instead   of   carrying   out   a   welcome   service,   an   annual   service,   repairs,   or   replacements.     We   will   not   
cover   the   costs   incurred   by   using   an   alterna�ve   company.   

If   you   miss   any   payments   

Before   we   book   your   annual   service   or   claim,   Neater   Heat    will   require   you   to   pay   for   any   unpaid/overdue   premium   payments   
and   our   engineer   may   not   visit   the   home   before   these   are   paid   

How   to   make   a   change   to   your   contract   

Moving   home   

Please   tell   us   if   you   move   to   a   new   house   as   soon   as   possible,   as   your   care   plan   is   based   on   your   current   home.   Depending   on   
the   circumstances,   you   may   need   to   take   out   a   new   care   plan   and   cancel   your   exis�ng   care   plan.   We   may   need   to   arrange   a   first   
visit   and   we   may   need   to   charge   you   for   this.   

Changes   to   your   home   or   boiler   

You   need   to   let   us   know   if   there   are   any   changes   to   your   contact   details   including   telephone   number,   address,   or   email.   If   you   
change   your   boiler   during   the   contract   period,   you   will   need   to   inform   us   so   we   can   confirm   if   your   new   boiler   is   on   the   
approved   list.   Your   plan   will   con�nue   as   normal   un�l   you   tell   us.   

Upgrades   /   Downgrades   

If   you   wish   to   upgrade   your   plan   to   a   different   level   of   cover   or   change   your   callout   fee,   you   can   do   this   at   any   point.   Depending   
on   the   circumstances,   we   may   need   you   to   sign   up   to   a   new   care   plan   and   cancel   your   exis�ng   care   plan.     

How   to   cancel   your   contract   

How   to   cancel   

All   our   contracts   are   annual   contracts,   so   you   are   not   able   to   cancel   for   free   once   you   pass   through   your   cooling   off   period.   

Cancelling   in   your   cooling   off   period   (within   14   days)   

You   can   cancel   your   policy   within   14   days   of   the   start   date   or,   if   later,   within   14   days   of   the   date   you   receive   this   policy   
document.   We   will   refund   any   premium   you   have   paid   as   long   as   you   have   not   had   a   service.   
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If   we   have   carried   out   any   work   for   you   before   the   cooling   off   period   ends   and   then   you   cancel   your   contract,   you   will   have   to   
pay   cancella�on   charges   to   cover   the   cost   of   work   done   as   follows:   

Annual   Boiler   Service   or   First   Visit   -   £78   

Landlord   Gas   Safety   Record   -   £84   

  

If   you   want   to   cancel   a�er   14   days   

If   you   have   not   had   a   repair   or   a   service   visit/Landlord   Gas   Safety   Record   from   us,   you   are   free   to   cancel   without   any   fee   as   long   
as   you   give   us   one   months   no�ce.   We   will   not   offer   any   refunds   for   any   previous   months   you   have   paid   for.   We   will   return   any   
unused   premiums   if   you   paid   annually.   

If   you   had   a   repair   or   service   visit/Landlord   Gas   Safety   Record,   we   will   cancel   your   agreement   from   the   date   you   tell   us   but   you   
will   have   to   pay   cancella�on   charges   to   cover   the   cost   of   work   done   as   follows:   

Annual   Service   or   First   Visit   -   £78     

Landlord   Gas   Safety   Record   -     £84   

Repair   -   the   remaining   balance   outstanding   under   the   agreement.   For   example,   if   you   have   5   months   le�   of   your   contract   you   
will   need   to   pay   an   amount   equivalent   to   5   outstanding   payments.   

When   we   have   to   cancel   

We   can   cancel   your   contract   or   cover   straight   away   if:   

● You   give   us   false   informa�on   

● Your   boiler   is   not   on   our   approved   list   

● We   find   an   exis�ng   fault   during   your   First   Visit   

● We   cannot   find   the   parts   we   need   to   repair   your   boiler,   appliance   or   system,   despite   our   best   a�empts   

● You   put   our   people’s   health   and   safety   at   risk,   for   example,   through   physical   or   verbal   abuse   

● Your   home   is   unfit   or   unsafe   to   work   in   

● You   do   not   let   us   in   to   your   home   to   work,   despite   

several   a�empts   

● We   tell   you   to   make   permanent   repairs   or   improvements,   but   you   do   not;   or   
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● You   do   not   make   your   payments   

We   will   try   wri�ng   to   you   to   collect   the   money   you   are   due   to   pay.   If   we   do   not   hear   from   you   and   you   don’t   

pay,   we’ll   cancel   your   contract   no   less   than   30   days   a�er   the   date   we   first   found   out   your   payment   had   failed   

  

  

How   to   make   a   complaint   

Our   mission   is   to   provide   customers   with   the   highest   level   of   service.   If   we   have   fallen   short   of   your   expecta�ons,   we   will   make   
every   effort   to   resolve   the   issue   quickly   for   you.   To   give   you   even   more   protec�on   in   case   something   goes   wrong,   there   are   
various   levels   of   escala�on   that   you   can   turn   to.   

Contact   Neater   Heat   Ltd   (for   all   types   of   complaints)   

Please   get   in   touch   with   us   as   soon   as   possible   if   there   is   anything   wrong   with   any   part   of   your   care   plan.   

● Call   us   on   01252   338   078   

● Email   us   at   warmup@neaterheat.co.uk   

We   take   any   complaint   seriously   and   we   will   do   our   best   to   fix   any   issue   as   soon   as   possible.   If   we   need   �me   to   inves�gate,   we   
will   let   you   know   and   keep   you   updated.   
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It   is   important   to   read   and   understand   this   sec�on   because   there   are   some   things   that   we   and   the   
insurer   have   decided   not   to   cover.   

These   condi�ons   exist   to   make   sure   we   provide   you   with   the   best   service   we   can,   using   our   exper�se.   We   have   spent   a   lot   of   
�me   working   with   the   insurer   and   our   customers   and   engineers   to   decide   what   we   choose   not   to   cover   in   an   effort   to   keep   our   
prices   low   and   our   customer   service   high.   

Exis�ng   faults   

We   will   not   include   repairs   of   any   faults   that   existed   before   you   took   out   the   insurance   policy.   This   includes   design   or   installa�on   
faults.   Our   engineer   will   use   their   expert   judgement   to   decide   when   the   fault   happened.   

Beyond   Economic   Repair   

Boilers   have   a   limited   life.   Depending   on   the   make   or   model   of   the   boiler   this   can   be   between   7-20   years.   This   means   that   the   
value   of   a   boiler   falls   over   �me.   Some�mes   when   the   cost   of   the   repair   for   the   boiler   is   likely   to   be   more   

than   the   current   value   of   your   boiler,   we   will   not   be   able   to   carry   out   the   repair   and   instead   declare   the   boiler   beyond   
economical   repair.   

If   the   boiler   is   under   7   years   old   and   installed   by   us   and   we   deem   it   Beyond   Economic   Repair,   we   will   be   able   to   fit   a   
replacement   and   cover   the   en�re   cost.   

If   it   is   over   7   years   old   we   will   not   cover   the   cost   of   a   new   one   but   we   can   offer   you   a   15%   discount   towards   a   new   one.   You   can   
choose   to   get   a   new   boiler   installed   by   someone   else,   but   we   will   not   be   able   to   contribute   anything   towards   this.   

When   spare   parts   are   no   longer   available   

We   will   provide   replacements   with   similar   func�onality   to   the   replaced   parts,   but   these   might   not   have   the   exact   same   features.   
If   you   decide   to   give   us   a   replacement   part   that   you   have   purchased   yourself,   our   engineer   will   install   it   as   long   as   the   
replacement   part   is   on   our   approved   list.   

We   will   try   to   get   parts   from   the   original   manufacturer   or   our   suppliers   but   if   a   part   cannot   be   sourced,   we   might   cancel   your   
contract.   

If   you   have   an   older   boiler   there   is   a   chance   that   we   may   not   be   able   to   get   hold   of   all   the   parts   we   need   to   fix   your   boiler   or   
central   hea�ng.   If   we’ve   agreed   to   cover   a   boiler   or   appliance,   we’ll   do   what   we   can,   within   reason,   to   repair   it   but   might   not   
always   be   able   to   locate   the   required   part.   If   you   can   find   a   manufacturer   approved   part,   we   will   be   happy   to   fit   it   and   reimburse   
you   if   you   give   us   a   receipt.   
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4. WHAT   WE   ARE   UNABLE   TO   COVER   



  

  

External   water   supply   stopcock   (also   known   as   stop   tap   or   stop   valve)   

If   the   engineer   is   unable   to   turn   off   the   external   water   supply   stopcock   to   your   home   to   complete   your   repair,   it   will   be   your   
responsibility   to   arrange   for   this   to   be   turned   off.   

Any   other   loss   or   damage   (consequen�al   damage)   

Neater   Heat   is   not   responsible   for   any   loss   of,   or   damage   caused   as   a   result   of,   your   boiler,   appliance   or   system   breaking,   leaking   
or   failing   unless   you   can   show   that   we   caused   the   damage.   

Power   Flush   

Over   �me,   gas   central   hea�ng   systems   build   up   sludge   that   can   block   or   narrow   your   pipes,   radiators,   and   boiler   parts.   

The   Neater   Heat   Power   Flush   is   our   way   of   removing   that   sludge   from   your   system.   We   will   tell   you   if   your   system   needs   a   
power   flush   to   work   properly.   Please   note   that   this   will   cost   extra   as   this   is   not   included   in   your   care   plan.   

If   someone   else   carries   out   a   Power   Flush   for   you,   we   will   need   to   see   the   receipt   before   we   are   able   to   carry   out   any   more   
repairs   or   replacement   work   for   damage   caused   by   sludge.    We   will   also   carry   out   a   test   to   make   sure   the   flush   was   done   
correctly.   

Ge�ng   access   and   reinstatement   

Our   engineer   will   let   you   know   if   they   need   to   remove   cupboards   or   make   holes   in   original   surfaces   in   order   to   make   a   repair.   
This   policy   will   cover   up   to   £500   including   VAT   to   gain   access   to   carry   out   repair.   This   may   involve   removing   and   then   re-fixing   a   
cupboard.   

We   will   fill   in   any   excava�on   and   leave   the   surface   level   where   we   have   made   access   to   an   external   drain   or   external   water   
supply   pipe,   however   we   are   not   responsible   for   reinsta�ng   floor   coverings,   fixtures   or   fi�ngs   to   their   original   standards.   
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Our   products   are   unique   to   insurance   as   they   involve   sending   engineers   into   people’s   homes   to   fix   issues   with   complicated   
systems   such   as   boilers.   Therefore,   we   place   extra   importance   on   the   safety   of   our   customers   and   engineers.   We   have   several   
processes   in   place   to   make   sure   of   this.   

Our   engineers   

Neater   Heat   only   uses   carefully   ve�ed   and   approved   Gas   Safe   engineers   to   carry   out   the   work   for   your   gas   central   hea�ng   and   
appliances.   

Neater   Heat   Ltd   reserves   the   right   for   the   use   of   Sub-contractors   to   a�end   jobs   on   behalf   of   the   company.   Any   subcontractors  
used   will   be   ve�ed   prior   to   being   accepted   to   carry   out   work   on   behalf   of   Neater   Heat   Ltd.     

Ge�ng   into   your   home   

To   keep   our   customers   safe,   our   engineer   will   only   work   on   your   home   if   there   is   someone   18   years   or   older   there   the   whole   
�me.   They   must   be   able   to   give   instruc�ons   to   our   engineer   on   your   behalf.   

It   is   your   responsibility   to   arrange   for   the   engineer   to   access   your   home.   If   the   engineer   is   unable   to   access   your   home,   you   will   
need   to   rearrange   the   appointment.   If   you   do   not   arrange   a   new   appointment,   your   policy   will   con�nue.   A�er   three   failed   
a�empts   to   get   into   your   home,   we   may   exclude   items   from   your   plan   or   cancel   your   policy.   

Safety   risks   in   your   home   

Our   engineer   will   not   start   or   con�nue   doing   any   work   in   your   home   if   they   believe   there’s   a   health   and   safety   hazard.   Our   
engineer   will   only   return   to   finish   the   work   if   that   risk   is   gone.   Asbestos   needs   to   be   removed   before   the   engineer   can   repair   
your   boiler,   central   hea�ng,   or   gas   supply   pipe.   You   will   also   need   to   arrange   and   pay   for   someone   else   to   remove   the   asbestos   
and   give   the   claims   team   a   Cer�ficate   of   Reoccupa�on,   which   proves   that   all   asbestos   has   been   removed   in   line   with   legisla�on   
and   it   is   safe   to   return   to   the   home.   Only   a�er   this   can   our   engineer   start   working   again.   

If   your   system   is   unsafe   or   against   regula�ons   

From   �me   to   �me,   we   may   inform   you   that   your   system   needs   repairs   or   improvements,   to   keep   it   working   safely,   but   are   not   
covered   by   your   care   plan   (for   example,   if   your   ven�la�on   doesn’t   meet   current   Gas   Safe   regula�ons).   

If   you   decide   not   to   follow   this   advice,   you   may   not   be   covered   for   any   further   repairs   to   your   boiler   or   system   under   your   plan,   
and   your   plan   will   keep   running   un�l   you   or   we   change   or   cancel   it.   

When   this   happens,   you   will   s�ll   be   liable   for   the   agreed   payments   under   the   care   plan   un�l   the   end   date   or   it   is   cancelled.   
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5.    SAFETY   &   SECURITY   



  

  

  

Fraud   

We   take   a   robust   approach   to   prevent   fraud   so   that   we   can   keep   premium   rates   down   and   so   that   you   do   not   have   to   pay   for   
other   people’s   dishonesty.   If   any   claim   made   by   you   or   anyone   ac�ng   on   your   behalf   under   your   care   plan   is   fraudulent,   
deliberately   exaggerated   or   intended   to   mislead,   we   may:   

● Not   pay   your   claim;   and   

● Recover   (from   you)   any   payments   we   have   already   made   in   respect   of   that   claim;   and   

● End   your   care   plan   from   the   �me   of   the   fraudulent   act;   and   

● Inform   the   police   of   the   fraudulent   act.   If   your   care   plan   ends   from   the   �me   of   the   fraudulent   act,   we   will   not   pay   any   
claim   for   any   incident   which   happens   a�er   that   �me   and   may   not   return   any   of   the   premium(s)   already   paid   

Law   and   Jurisdic�on   

This   policy   shall   be   governed   by   the   laws   of   England   and   Wales   and   subject   to   the   exclusive   jurisdic�on   of   the   courts   of   England.   

Informa�on   you   have   provided   

You   must   take   reasonable   care   to   provide   accurate   and   complete   answers   to   all   the   ques�ons   you   are   asked   when   you   take   out   
or   make   changes   to   this   policy.  

You   must   no�fy   us   as   soon   as   possible   if   any   of   the   informa�on   in   your   policy   documents   is   incorrect   or   if   you   wish   to   make   a   
change   to   your   policy.   

If   you   do   not   provide   accurate   and   complete   answers   to   the   ques�ons   you   are   asked,   or   you   fail   to   no�fy   us   of   any   incorrect   
informa�on   or   changes   you   wish   to   make,   your   policy   may   not   operate   in   the   event   of   a   claim.   We   may   not   pay   any   claim   in   full   
or   your   policy   could   be   invalid.   

No   term   of   this   policy   is   intended   to   limit   or   affect   the   statutory   rights   and   obliga�ons   of   the   par�es   to   this   contract.   
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6. LEGAL   INFORMATION   



  

  

Under   warranty   from   a   third   party   

If   your   boiler,   appliance   or   system   is   covered   by   a   third-party   warranty,   it   is   your   responsibility   to   make   sure   that   any   work   we   do   
doesn’t   affect   that   warranty.   We   will   not   be   liable   if   any   work   we   conduct   on   your   boiler   or   system   does   not   comply   with   the   
manufacturer’s   warranty.   

Who   can   benefit   from   this   contract?   

Nobody   other   than   you   can   benefit   from   your   policy.   However,   you   can   add   authorised   people   onto   your   account   from   whom   
we   will   take   instruc�ons.   

Our   guarantee   for   our   work   

If   we   have   supplied   any   faulty   parts,   we   will   repair   or   replace   any   parts   we   have   supplied.   We   will   also   fix   any   faulty   work   that   
we   have   carried   out   within   12   months   from   the   date   that   we   carried   out   the   work.   This   does   not   affect   your   statutory   rights   
under   the   Consumer   Rights   Act   2015,   if   applicable,   and   any   laws   that   replace   it.   If   you   want   independent   advice   about   your   
rights,   you   can   speak   to   Ci�zens   Advice,   or   Trading   Standards.   
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