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What We Can
Look After

Boiler and Controls
Central Heating
Plumbing
Non-Domestic/Commercial
Home Electrics
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Overview of
Care Plans

We are dedicated to providing our When you join one of our Abbey Home
customers with a world class level of Care Plans, You will not only get the peace
service, From initial call, throughout of mind and comfort of knowing that your
installation and aftercare long into the boiler is kept in top condition, you will also be
future. Thats why we have created our enabling us a local, family business to provide
industry leading ‘Abbey Home Care Plan’ a fast, effective & hassle free service each
Packages. and every time you need us.
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A

£9.99

per Month

SERVICE CARE
INCLUDES

N

FULL BOILER SERVICE
GAS SAFETY CERTIFICATE
FLUE GAS ANALYSIS
HEATING FILTER CLEANED
BALANCE OF RADIATORS
HEATING HEALTH CHECK
1 HOUR FREE CALL OUT
PRIORITY RESPONSE

5% DISCOUNT ON FUTURE WORK




Abbey Home Care Plan | 2024

A

per month

LANDLORD CARE
INCLUDES

N

FULL BOILER SERVICE
GAS SAFETY CERTIFICATE
FLUE GAS ANALYSIS
HEATING FILTER CLEANED
BALANCE OF RADIATORS
HEATING HEALTH CHECK
1 HOUR FREE CALL OUT
PRIORITY RESPONSE

5% DISCOUNT ON FUTURE WORK
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Service Care +

£19.99

per Month

SERVICE CARE +
INCLUDES

N

AS PER BOILER CARE PLAN
PLUS...
UNLIMITED CALL OUTS
BOILER & CONTROLS, PARTS & LABOUR
INC PRIORITY RESPONSE

10% DISCOUNT ON FUTURE WORK
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Ultimate
Heating Care

£24.99

per Month

ULTIMATE
HEATING CARE

N

AS PER ABOVE PLANS
PLUS...
CENTRAL HEATING PARTS & LABOUR
COMPLETE PEACE OF MIND
PRIORITY RESPONSE

20% DISCOUNT ON FUTURE WORK




Ultimate
Home Care

£34.99

per Month

ULTIMATE
HOME CARE

N

AS PER ALL PREVIOUS PLANS
PLUS...
PLUMBING SYSTEM PARTS & LABOUR INC

20% DISCOUNT ON FUTUTRE WORK
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Ultimate
Commercial Cover

PRICES START FROM

£74.99

per Month

BASED ON NUMBER OF
APPLIANCES/SIZE OF PREMISES

by

CONTACT JAMES TO
ARRANGE A SITE INSPECTION

07769 702525
01947 821374

Guest houses / B&B / Pubs /
\ any commercial premises etc. j
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Terms &
Conditions

About these Terms and Conditions:

Section 2 relates to service Plans.

Section 1

Definitions

a. ‘Add-on Item’ means a gas fire service plan and/or
gas cooker safety check and/or unvented cylinder
service plan and/or the provision of a Landlord’s
Gas Safety Certificate in conjunction with a boiler
service Plan.

b. ‘Call-Out Fees’ means the per incident fees
payable in respect of any callouts which are not
expressly included in your Plan description. These
fees are payable in addition to the monthly fee for
the Plan(s) shown in the documentation.

c. ‘Fees’ means the fees payable to us by you for the
provision of the Service Plans (including Call-Out
Fees) or under a Quote.

d. ‘Filter Data’ means any data broadcast by any filter
that is capable of broadcasting such data.

e. ‘Plan(s)’ means the service plan(s), described in
the documents which you have made a successful
application to become a member of, we have
confirmed to you in writing has commenced, and
which has not been terminated.

f. ‘Quote’ means any quote which we issue to you
and you accept, for products and services outside
of those included in a Plan, as well as any changes
to that Quote which we and you agree or confirm
in writing or by email.
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These Terms and Conditions are a legal document that will bind us both.
Section 1 sets out the definitions used throughout these Terms and Conditions.

Section 3 relates only to Plans which include monitoring of your filter. Section 4 applies generally.

g. ‘Us) ‘we’ and ‘our’ refers to the heating installation
and repair company from whom you receive your
Plan documents.

h. ‘Works’ means any installation, repair or servicing
works carried out by us further to a Quote.

i. ‘You' and ‘your’ refers to you, the person whose

application to join one or more of the Plan(s) has
been accepted by us.

Section 2

Conditions applicable to Service Plans

a. You can only apply for a Plan if:

i) you have one domestic (up to 70Kw) condensing
gas central heating boiler.

ii) you live in the area we cover (please contact us for
details).

ii) you are aged 18 or over, and are the owner or
owner-occupier of the property in respect of

which you require the Plan.

iv) the property in question has 5 or fewer bedrooms.
v) in the case of a servicing Plan for an Add-on Item,
you also apply for a Plan which is not an Add-on
[tem.

vi) Your boiler needs to be less than 10 years old to
qualify for service care + older appliances will be
offered service care only




b. Additionally, you can apply for a Plan which
includes boiler or system care only if

i) your domestic (up to 70Kw) condensing gas
central heating boiler has a circular flue, is under
16 years old and doesn't need to be removed from
the wall to be repaired.

ii) your boiler and heating system are safe and in
good working order (see paragraph 3b below).

c. At our discretion, we can provide a bespoke quote
for your Plan(s) if your property has more than 5
bedrooms. We reserve the right to quote a higher
price than the Fees shown in the Service Plan
document in such cases, and in any other situation
where the heating system in your property will

make it more difficult or expensive for us to

service and/or maintain your products.

d. We reserve the right to refuse any application for
a Plan without giving a reason. Your Plan(s) will
only commence, and a binding contract will only

be created between us, once we confirm in writing
to you that you have been accepted onto the Plan.
If we are unable to accept your application then,
unless we have already carried out a service of

any of your products, we will refund any payments
made by you in respect of the Plan.

e. Any Plan is specific to the boiler installed in the
property at the commencement of the Plan. If your
boiler is changed during a Plan (other than by us)
you must immediately inform us and we may, at our
sole discretion, either amend or cancel the Plan.

f. Our Plan(s) are designed for owned properties only
and will automatically terminate on the date you

sell your property. In this case, both your and our
obligations under the Plan(s) will cease and you will
not be entitled to a refund of any of the Fees you
have already paid. IF YOU ARE IN THE PROCESS

OF MOVING HOUSE PLEASE CONTACT US TO LET
US KNOW AS WE MAY BE ABLE TO TRANSFER YOUR
PLAN TO YOUR NEW HOME.

a. A list of what is included in each Plan is set out in
the Plan descriptions.

b. The Plan enables you to spread the cost of
servicing your boiler and controls over a 12 month
period. If you cancel your Plan prior to your next
service we will not refund you any monies that you
have paid up to that point. Please see paragraph 5
below for more details.
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c. Each year we will contact you when the annual
service is due to arrange to visit your property
and perform an annual service on your boiler and
controls, to ensure that it is working efficiently.

In the event that you do not hear anything within
this time period, you can also arrange it by

calling us. Please note, it is your responsibility to
arrange for your boiler and controls to be serviced
and we will not be liable to you for any refunds

if you fail to do so. The annual service will be
carried out to statutory requirements and, where
available, in accordance with the manufacturer’s
recommendations. Subsequent annual services
will be carried out on or around the anniversary of
the preceding annual service.

d. At any time after the first 12 months of your Plan,
we reserve the right to alter the price and/or
inclusions/exclusions of your Plan by providing a
minimum of 7 days’ written notice to you.

e. Where your Plan includes service care+ we will also
repair your boiler, boiler parts or heating controls,
where we are able to do so and where these are

not beyond economic repair. We will supply any
available boiler parts required and we will fit any
replacement parts or heating controls within the

cost of your Plan, but the cost of any new heating
controls required is not included in any Plan.

f. Where your plan includes heating system care we
will also repair or replace (at our sole discretion)
radiators, radiator valves, central heating

pipework, header tank and gas pipework (subject
to the exclusions described below).

g. In addition to any exclusions contained within the
description of each Plan, the following exclusions
apply to all Plans:

i) any repairs and replacement parts required, unless
expressly included in your Plan description;

ii) removal of products of corrosion from within the
system; and/or the clearing or repairing of filters

or the addition of chemicals or inhibitor, unless
expressly included in your Plan description;

iii) any adjustment of time and temperature controls,
bleeding radiators / topping up system pressure.

iv) data loss or corruption, installing, modifying and
upgrading software, the resolution of any software
interface problems;




v) visits outside of normal working hours, being 9am
to 5pm Monday to Friday, excluding bank holidays.
vi) the fabric of your property, including any pipework
or flues encased or buried in it; anything for which
you are not legally responsible, such as pipes,
cables and drains located outside your property’s
boundary; your domestic water supply; and any
pipework or items not expressly included in a Plan
description which are connected to the domestic
hot and cold water services, including taps and
washers.

vii) heating appliances including heaters, radiators and
cylinders (unless expressly included in your Plan
description), thermal stores, underfloor heating
systems and/or specialist heating.

viii) accidental damage; repairs or modifications,
where not approved by either us or the heating
equipment manufacturer; and intentional or
unintentional misuse of or damage to your
products or services; including damage or faults
caused by a third party, other than one of our
employees or approved sub-contractors.

ix) any work, including de-scaling, that may arise due
to hard water scale deposits or aggressive water
supply; and any breakdowns or damage to the
boiler or its parts caused by sludge build-up within
the system.

x) for items with screens: repairs due to pixel failure
where the number or location of pixels does not
exceed the manufacturer’'s acceptable limit, marks
on the screen, or burned screens.

xi) damage or faults which are covered by any
insurance policy you hold or by a manufacturer’s
guarantee.

xii) damage or faults caused by snow, ice or frost and
other extreme weather events and conditions,

such as lightening, flood, earthquake or hurricane;
or caused by fire, explosion, subsidence, structural
repairs; or due to any problem with the supply of
broadband; or due to the failure of the water, gas
or electricity supply.

xiii) any inadequacy arising from the original design
or installation of your boiler and/or heating

system (unless installed by us); replacement,

recall or modification of the heating equipment

(or any part) by a supplier or the manufacturer;
modifying or making heating equipment comply
with legislation or making it safely accessible; and
any consequential damage or loss occurring as a
result of a defect in the boiler or central heating
system unless attributable to our negligence.
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If attributable to our negligence, notification must
be given in writing with full details within fourteen
days of the incident.

xiv) damage caused whilst your property was
unoccupied for four weeks or more.

xv) the cost of any replacement parts, flues, filters,
decorative parts, accessories or consumables
required under a Plan, unless expressly included in
the Plan description.

Xvi) noise issues only (as boilers become older, for
various reasons they may become noisy. Where
age is the sole reason for noise we do not consider
this a fault and its investigation/ remedy would be
chargeable Works.)

h. The Plans we offer are service plans, which enable
you to spread payment for the annual service

of your boiler, and (in the case of the boiler and
heating system care options) for the costs of the
labour and parts which are expressly included

within your Plan description and which may
reasonably be expected to arise in each year. The
Plans we offer do not provide any insurance cover.

i. Repairs to your boiler are not included under any
service-only Plan and are excluded under a boiler
or system care Plan where the boiler is deemed, in
our sole discretion, to be Beyond Economic Repair
(BER). Your boiler will be BER if the heat exchanger
fails or if the value of the boiler or programmer

is less than the cost of the parts to repair it.

j. If you need work or repairs carrying out that are
not included in your Plan(s), we will provide a
Quote for parts and labour. There is no obligation
to ask us to proceed but if you do, all charges will
have to be paid in accordance with the terms of
the Quote, and separately and in addition to any
charges you pay for your Plan.

a. Investigation/remedy of any faults that arise with
your boiler during the first 14 days of any relevant
Plan, or pre-existing faults or conditions, will not be
included within your Plan (and will be chargeable
Works) unless we installed the product/s and have
maintained them ever since.




b. In 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 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).

c. Despite regular servicing, products sometimes fail,
and this can damage other items in your property.
We cannot repair or replace these items within the
cost of your Plan(s) unless the products included

in your Plan(s) failed because we did not service or
maintain them properly.

d. Where parts require replacement we cannot
guarantee the availability of the exact same part
and, at our sole discretion, may supply and fit
replacement items which may not be the same, but
will have the same functionality.

e. We do not provide service care + Plan(s) for boilers
over 10 years old, or mobile or park homes which are
owned or rented.

f. If there is any delay in payment of the Fees, we
will be entitled to suspend any Plan(s) (without
penalty) until such time as payment is made.

g. We may terminate your Plan(s) at any time,
without liability, by giving you notice in writing,

if you threaten or abuse, or allow any other
person to threaten or abuse, any of our staff or
sub-contractors in any way — either verbally or
physically — or behave in any other unreasonable
manner towards our team. We will not refund you
any monies that you have paid in respect of your
Plan up to that point.
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a. Call-Out Fees are ‘per incident. Accordingly, if we
need (or you ask us to carry out) Works which are
unrelated to those we were called out to deal with,
we reserve the right to charge a second Call-Out
Fee. We may also have to schedule a repeat visit

to deal with the unrelated Works if they are not
urgent.

b. If we are unable to gain access to the relevant part
of your property at the time we have previously
agreed with you, of if we reasonably consider that

it would be unsafe for us to do so, any Call-Out

Fee for that visit will still be payable and we will be
entitled to charge a second Call-Out Fee for any
re-arranged visit.

a. If You cancel your Plan no refunds will be payable
by us, except where cancellations are made under
paragraph 5c below. You are free to cancel at any
time as there is no minimum contract period and

no cancellation fee. To cancel, please either email
us or write to us at the address set out in your Plan
documents. A cancellation form can be found at
the end of this document.

b. Please note, if you cancel your Plan within a 12
month period during which we have provided
products and/or services under the Plan, we
reserve the right to recover from you any cost of
such products and services not covered by your
payments under the Plan. If you cancel your Plan
prior to your next service then we will not provide
the service under the Plan and any work that you
subsequently ask us to do, including any servicing,
will be considered as extra Works for which we will
prepare a Quote.

c. If you cancel any Plan within the first 14 days from
its commencement then, provided you haven't
called us out to do any work under it and we

haven't undertaken a boiler or appliance service,

we will refund in full all sums paid by you under

that plan.

d. We will give you at least 7 days’ notice of our
intentions to make changes to your Plan(s)
including your Plan Fees. If you do not accept the
changes then you may cancel your Plan.




Section 3

Conditions applicable to Plans which include
Filter Monitoring

d. Where we have unproductive days or carry out
additional work because:

i) one or more of the assumptions made under
paragraph ¢ above proves to be false; or

ii) the provision of Works is delayed or changed at
your request; or

i) you do not comply with one or more of your
obligations under these terms and conditions,
then we will discuss with you the impact of these
changes upon the Quote, and any previously
agreed timescales. If we are unable to reach
agreement with you upon these changes within 7
days, however, then we will cease work and charge
you the Fees for the work that we have actually
carried out. Once we have received payment of
those adjusted Fees, our obligations in respect of
the Works will then be regarded as discharged.

e. Unless, where available, you have entered into an
agreement to finance Works (see separate terms
and conditions), the Fees are due and payable
within 7 days from the date of each invoice, which
shall be delivered in accordance with the Quote,
or (where appropriate) within 21 days of a failure
to reach agreement in relation to any additional
works.

f. Where you are supplying products, fittings or other
materials for our use in carrying out Works, then:
i) they must comply with all relevant British
Standards;

ii) they must be suitable for the environment

(e.g. where water vapour will be present) and
appropriate to the physical constraints relevant to
the installation (e.g. size and weight in relation to
the load-bearing structures); and

iii) you must make sure that they are available and
ready to use when required.

a. A contract for us to carry out the Works only
comes into force when you have paid any deposit
referred to in the Quote.

Abbey

b. You must ensure that, from the date we have
agreed to begin the Works until they have been
completed, we have unimpeded, safe access to
the site where we are to carry out the Works at all
appropriate times.
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c. If we need to access pipes or wires behind built-in
units or appliances, we might ask you to arrange

for these to be removed before we start work

and replaced when we finish. This removal and
replacement will be at your own cost and risk.

d. If we need to access pipes or wires buried inside
a wall, we will make all reasonable efforts to

limit mess, and we will make the surface good
afterwards to a flat plaster finish.

e. If we need to access pipes or wires which

are under a floor, we will re-lay any disturbed
floorboards but we will not arrange or pay for the
re-laying of your carpets or other floor-coverings,
or for replacing them if we cannot lift them without
damaging them.

f. If you are a consumer (i.e. not a landlord), you
have the right to cancel Works under a Quote
within 14 days of accepting the Quote without
giving any reason. To exercise the right to cancel
please either email us or write to us at the address
set out in your Plan or Quote documents. A
cancellation form can be found at the end of this
document.

g. If you require us to commence any Works within
14 days of accepting a Quote then we will require
you to complete and sign a waiver that confirms
your acknowledgement and acceptance that you
are waiving your right to cancel within 14 days.

h. If you wish to complain or you are unhappy with
the service provided, please contact our customer
services team.




a. We will be entitled to cease Works immediately
if we discover asbestos, infestation or any other
health or safety risk at your property and will not
be obliged to re-commence the Works until we are
reasonably satisfied that it is safe for us to do so.

b. Where Works require us to disconnect the power
supply to some or part of your property for a
period of time, we will try to give you notice of the
disconnection. It will then be your responsibility
to ensure that all computer and other sensitive
equipment is properly shut down prior to the
disconnection, to avoid any damage or loss of
data. We will not be responsible for any losses
incurred as a result of a planned disconnection
where we have made reasonable endeavours to
give you notice.

c. When we carry out any Works, we may recommend
that additional work is carried out to improve

the performance of your systems, reduce the

risk of future malfunctions or ensure continued
compliance with current safety regulations. These
additional works are not compulsory. However,

the safety regulations applying to the use of gas
appliances do change quite regularly and we are
obliged to implement them. Accordingly, if you
choose not to follow our recommendations and we
reasonably believe that any of your products are
unsafe, we may be required to disconnect them
(with your approval), or notify the National Grid, for
your own safety.

d. If there is any delay in payment of the Fees, we will
be entitled to withhold providing any remaining
Works (without penalty) until such time as payment
is made.

e. We may terminate all Works at any time, without
liability, by giving you notice in writing, if you

threaten or abuse, or allow any other person

to threaten or abuse, any of our staff or subcontractors
in any way - either verbally or physically — or behave

in any other unreasonable manner towards our team.
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a. We will collect the following information about you

and your product/s:

i) your name, contact details, and the address of

your property.

ii) payment information provided by you in

connection with payment of Fees.

iii) details of your Plans and Quotes, details of
payments to and from you, and details of visits
made and Works planned or completed.

iv) any problems you report.

v) where you are on a Plan which includes monitoring,
Filter Data relating to your Wi-Fi enabled filter.

i) provide you with the product/s and/or services as

detailed in your Plan(s) and in any Quote(s), and to

take payment of Fees..

ii) administer and improve our business.

iii) let you know about any ways in which we can

improve the service you receive from us.

iv) tell you about any offers, products or services

which may be of interest to you. We may contact

you by post, telephone, email and/or other
electronic messaging services. To change your
marketing preference let us know by emailing or
writing to us.

c. By applying for a Plan you agree that we may use

your data in the manner described above.

d. All use of your data will be in accordance with the
most recent data protection legislation and we will
not use your data in any other manner or for any
other purpose than as described above.

e. To administer the Plan we are contracted with
a company called TradeHelp Limited (company
registrations number 037124 38). We will share
certain of your personal data we collect with
TradeHelp to enable us to administer the Plans.
This sharing is completed subject to suitable terms
and conditions that ensure your personal data is
protected. We will never share your personal data

with any other third-party without your express
consent.

f. You have the right to ask us for a copy of the
personal information we hold about you; to update
or correct your personal information to keep it
accurate; to object to us processing your personal
information —in which case we will either agree to
stop processing or explain why we're unable to;
and, where we rely on your consent, withdraw that
consent at any time.




a. You bear the risk in any materials delivered to you
in relation to the provision of the Works and so
you are advised to take appropriate precautions
to prevent any loss or damage of them. However,
we will retain ownership of those materials until all
payments due to us in respect of them have been
paid in full.

b. We will not be liable for any consequential or
indirect losses you suffer. This includes necessary
damage caused to decorations during Works, as
well as any loss or damage you suffer (for example
due to water leaks) resulting from any fault in your
system or products that we have not caused.

c. Further, (to the extent permitted by English law,
and not beyond,) our total liability to you for
negligence or breach of contract is limited to a sum
equivalent to the Fees.

d. We do not provide insurance and the Plans are
not contracts of insurance; they are service plans
whereby you make pre-payments in return for our
periodic maintenance of products.

e. For the avoidance of doubt, this paragraph 5 is
not intended to exclude or limit our liability for
death or personal injury caused by our negligence
and nothing in these Terms affects your statutory
rights as a consumer.

a. These Terms and Conditions, together (as
applicable) with the Plan(s) or the Quote, represent
the entire agreement between you and us and
replace any prior written or verbal agreements.

Any amendments to the agreement must be

agreed in writing by both you and us.

b. The Plan is a contract between us that is personal
to you. You cannot transfer your rights under the
Plan to anyone else without our consent. We can
transfer our obligations under the plan to any thirdparty.
c. No waiver of any of our rights will be binding
unless that waiver is given in writing. Neither will
any waiver granted by us prevent the exercise of
any other right(s) we may have against you for
subsequent breach of the same or a different
provision.
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d. If any provision of these Terms and Conditions
is legally incapable of being enforced, it will
automatically be replaced by an alternative
provision that achieves, so far as is practical, the
objectives of the original provision.

e. These Terms and Conditions will be interpreted in
accordance with English Law and disputes arising
out of them will be non-exclusively subject to the
jurisdiction of the English Courts. These Terms and
Conditions are a legal document that will bind us
both. We've tried to make them both clear and fair,
but if there is anything you don't understand or

are unsure about, please discuss it with us before
applying for a Plan or requesting a Quote.




How to
Contact Us

For a breakdown or repair, you may find that
it is quickest and easiest to contact us on
07769702525 or 01947 821374, please call
us and let us know.

Our breakdown line is open 24/7.

We may record calls to help improve our service to you.
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