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Village Heating Ltd — Terms & Conditions

1. Definitions

In these Terms, the following expressions shall have the following meanings unless
otherwise stated:

1.1 “Customer”: Any individual, partnership, company, landlord, tenant, managing agent, or
other entity who requests or contracts Village Heating Ltd (VHL) to supply Goods and/or
Services, whether acting in their own right or on behalf of a third party. The Customer is
responsible for ensuring they have authority to enter into the contract and for all charges
incurred.

1.2 "Goods”: All products, parts, appliances, fittings, or materials supplied by VHL, whether
standalone or installed as part of Services. This includes items purchased from third-party
suppliers on behalf of the Customer.

1.3 “Services”: All work, installation, maintenance, repairs, inspections, testing, and other
activities carried out by VHL, whether on a fixed-price or hourly-rate basis.

1.4 “Proposal”: Any written or verbal quotation, estimate, job sheet, work order, or other
formal offer of Goods and/or Services provided by VHL, including any agreed variations.
A Proposal shall remain valid for 30 days unless otherwise stated.

1.5 “Minor Works”: Jobs carried out on an hourly-rate basis or in response to
urgent/emergency call-outs, where no formal quotation or estimate has been given
before commencement of work. Minor Works may include, but are not limited to,
plumbing repairs, boiler breakdowns, electrical faults, or other short-notice call-outs.

1.6 “Fixed Price Work”: Works undertaken at a price agreed in advance, usually based on a
quotation or estimate, which covers labour and materials specified at the time of issue.
Fixed Price Work excludes unforeseen circumstances or additional works not covered in
the Proposal.

1.7 “VHL” / “We” / “Us”: Village Heating Ltd, a company registered in England & Wales,
including its employees, contractors, engineers, and authorised representatives acting
on its behalf.

1.8 “Contract”: The binding agreement formed between VHL and the Customer once a
Proposal has been accepted or Services have been instructed, incorporating these
Terms & Conditions.

1.9 “Completion”: The stage at which VHL reasonably considers the Services to have been
performed in accordance with the Proposal or Contract.
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1.10“Working Day”: Any day other than Saturday, Sunday, or public holidays in England,
when banks are open for business.

2. General Terms

2.1 Applicability

These Terms & Conditions apply to all Goods and Services supplied by VHL, whether
provided under a written Proposal, verbal agreement, or emergency call-out, and shall
override any conflicting terms put forward by the Customer unless expressly agreed in
writing by a director of VHL.

2.2 Variations
VHL may amend a Proposal or price where:

e The Customer changes the specification, scope, or timing of the works

o Additional works are identified as reasonably necessary for safety, compliance, or
completion

e Material costs or supplier prices change before procurement

e Access to the property or relevant systems is restricted, delayed, or requires additional
labour

e Any such changes will be communicated to the Customer, and VHL reserves the right to
issue a revised quotation or charge accordingly.

2.3 Customer Responsibility for Costs

Once a Proposal has been accepted (verbally, in writing, or by granting site access for work
to commence), the Customer becomes contractually liable for all associated costs. This
includes:

e Engineer call-out charges

e Time spent investigating or diagnosing faults

e Labour, materials, and third-party costs reasonably incurred

o [fthe Customer cancels work after acceptance, they remain responsible for costs
already incurred by VHL.

2.4 Right of Refusal or Cancellation by VHL
VHL reserves the right to decline, postpone, or cancel any order or service where:

o The work environment is unsafe, unsanitary, or otherwise unsuitable for works to
proceed

e The Customer has outstanding unpaid invoices with VHL

e The requested work is deemed unlawful, unsafe, or outside VHL’s scope of competence

e External factors (e.g., supply chain issues, severe weather, or engineer unavailability)
prevent delivery of services within a reasonable timeframe
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e VHL shall not be liable for any direct or indirect loss suffered by the Customer as a
result of such refusal or cancellation.

2.5 Entire Agreement

These Terms, together with the Proposal and any special terms agreed in writing, form the
entire agreement between VHL and the Customer. No verbal representations shall override
these Terms unless confirmed in writing by VHL.

2.6 Priority of Terms
In the event of conflict between these Terms and any terms issued by the Customer, these
Terms shall prevail.

3. Orders & Acceptance

3.1 Proposal Validity

All Proposals issued by VHL shall remain valid for the period specified within the document.
If no period is stated, the Proposal shall automatically expire 30 days from the issue date.
After expiry, VHL reserves the right to withdraw, amend, or re-issue the Proposal at
updated rates.

3.2 Methods of Acceptance
Orders shall be deemed accepted, and a binding contract formed, when the Customer:

e Accepts the Proposal electronically via VHL's online estimate link, or

e Issues a written purchase order (PO) referencing the Proposal, or

e Provides written acceptance via email from an authorised officer, senior manager, or
other duly authorised representative of the Customer, or

e Pays a deposit or makes full/partial payment in accordance with the Proposal.

For new customers, order acceptance may be subject to credit checks and/or an advance
payment. For existing customers, order acceptance will be subject to compliance with
agreed payment terms and settlement of any overdue balances.

3.3 Binding Nature of Orders

Once an order is accepted by VHL, it becomes legally binding on the Customer and is subject
to these Terms & Conditions. Any subsequent request for variation must be agreed in
writing by VHL, and may result in additional costs or time extensions.

3.4 Cancellation of Orders
If an order is cancelled by the Customer after materials have been ordered or works
scheduled:

The Customer shall be liable for any restocking fees, supplier charges, or administrative
costs incurred by VHL.
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If cancellation occurs less than 48 hours before scheduled works are due to commence, VHL
reserves the right to charge for lost labour time, up to a maximum of one day’s labour for
each operative allocated.

3.5 Authority to Instruct

The person providing instructions to VHL or requesting works will be deemed the Customer
unless it has been made explicitly clear in writing who the contracting party is. In such
cases, written confirmation of authority must be provided prior to works commencing.
Where no such confirmation is provided, the instructing individual remains personally
liable for all invoices raised.

3.6 Deposit & Commencement of Work

VHL reserves the right to request a deposit before commencing work or ordering specialist
materials. Deposits are non-refundable once materials have been purchased or works
scheduled. Work will not commence until cleared funds have been received, unless
otherwise agreed in writing by VHL.

4. Pricing & Payment

4.1 Prices & VAT

Unless otherwise stated in writing, all prices quoted by VHL are exclusive of VAT at the
prevailing rate. VAT, and any other applicable taxes, duties, or statutory levies, will be
added to the final invoice. Prices also exclude any third-party or ancillary costs (including
but not limited to parking charges, congestion charges, waste disposal, or specialist
equipment hire) unless expressly included in the Proposal.

4.2 Payment Terms

Payment for all Goods and Services must be made in line with the terms set out in the
Proposal or invoice. Unless otherwise agreed in writing: VHL reserves the right to withdraw
or amend credit terms at any time based on payment performance or credit assessment.

e Minor Works and hourly-rate jobs: Payment is due immediately upon completion.
e Fixed Price Works: Staged payments may be required, such as:

e An upfront deposit prior to commencement of works

e Interim payments for ongoing or large-scale projects

¢ Final balance payable upon completion

Supply of Goods only: Payment must be made in full prior to delivery, unless a credit
account has been approved in writing.

Business (B2B) Clients: Payment terms will normally be 30 days net from invoice date
(unless otherwise agreed in writing). VHL reserves the right to shorten terms or request
advance payments where a credit history has not been established.
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4.3 Late Payments
If payment is not received by the due date: VHL reserves the right to review and amend its
standard labour rates, call-out fees, and other charges periodically to reflect changes in
material costs, supplier pricing, inflation, or operational expenses. Updated rates will apply

to all new Quotes and instructions issued after the effective date of the change.

Interest will accrue daily at 8% above the Bank of England base rate, in line with the Late
Payment of Commercial Debts (Interest) Act 1998.

VHL reserves the right to suspend or cancel ongoing works until payment (including
accrued interest) has been made in full.

The Customer will be liable for all reasonable costs incurred in recovering debt, including
collection agency fees, solicitor’s fees, and court costs.

4.4 Deposits & Advance Payments

VHL may request a deposit before ordering specialist materials, scheduling engineers, or
starting works.

Deposits are non-refundable once works are scheduled or materials procured, unless VHL
cancels without valid cause.

For long-duration or high-value projects, staged or milestone-based payments will be
agreed in writing.

4.5 Price Adjustments
VHL reserves the right to adjust pricing where:

e Material or supplier costs increase between Proposal issue and procurement

o The Customer requests changes to the agreed scope of works

e Additional works, labour, or specialist equipment are required due to unforeseen
conditions

e Delays or obstructions caused by the Customer (including lack of site access) increase
labour or project costs

4.6 Methods of Payment

VHL accepts payment by bank transfer, debit card, credit card, or other approved electronic
methods. Cheques are accepted only with prior written agreement from VHL’s accounts
department.

4.7 Allocation of Payments

Where a Customer has multiple outstanding invoices, VHL reserves the right to allocate
payments received against outstanding balances at its sole discretion, unless the Customer
provides explicit written instructions at the time of payment.
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4.8 Fixed Price Work

Fixed Price quotations include the cost of labour and standard materials as described in the
Proposal.

Prices are subject to revision if:

e The scope of works is altered by the Customer

e Material costs rise prior to procurement

e Additional works are required for safety, compliance, or completion

e Itbecomes reasonably unfeasible to complete works under the original Proposal
e Any revised quotation will require Customer approval before continuation.

4.9 Minor Works (Hourly Rate)

A minimum charge of one hour applies, after which time is charged in half-hour increments.
Payment is required immediately upon completion.

Materials are charged at VHL’s trade purchase cost plus up to 25% handling margin.

Time spent by engineers collecting additional materials is chargeable at the standard hourly
rate.

4.10 Cancellations
Emergency bookings cancelled within 30 minutes of booking will not incur a charge.

Cancellations made after 30 minutes will incur a minimum one-hour labour charge at the
prevailing rate.

4.11 Work Sign-Off

Customers (or their authorised representatives) are required to sign an invoice or job sheet
upon completion, confirming satisfaction with the works carried out and acceptance of
charges.

In the case of B2B clients, a purchase order or signed delivery note may serve as
confirmation of acceptance.

4.12 Parking & Access Costs
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VHL will always endeavour to park legally and reasonably.

If no legal or suitable parking is available, any fines or additional costs incurred as a direct
result may be charged to the Customer.

The Customer is responsible for ensuring reasonable access to the property or site.
5. Delivery of Goods

5.1 Delivery Times

All delivery dates or times quoted by VHL are estimates only. While every effort will be
made to meet stated timeframes, delivery is dependent on supplier availability, logistics,
and other factors beyond VHL'’s direct control. VHL shall not be liable for any loss, costs, or
damages arising directly or indirectly from late delivery.

5.2 Risk & Title

Risk in the Goods shall pass to the Customer immediately upon delivery to the site or to the
Customer’s nominated address. The Customer is responsible for ensuring the safe handling,
storage, and security of Goods once delivered. Title in the Goods shall not pass until full
payment has been received in accordance with Section 6 (Title of Goods).

5.3 Inspection & Reporting of Defects

The Customer (or their authorised representative) must inspect all delivered Goods on
receipt. Any shortages, visible damage, or defects must be reported to VHL within 24 hours
of delivery. Where possible, defects should be noted on the delivery note at the time of
receipt. Failure to notify VHL within this period shall be deemed acceptance of the Goods.

5.4 Customer’s Duty to Provide Access

The Customer must ensure that suitable access is available for delivery vehicles and/or VHL
engineers. This includes ensuring parking arrangements, entry permissions, and safe site
conditions. Where deliveries are attempted but access is denied, restricted, or unsafe, VHL
reserves the right to charge additional re-delivery or waiting time fees.

5.5 Responsibility for Acceptance & Storage

e Where VHL engineers are present on-site, they will sign for and accept deliveries on the
Customer’s behalf.

e Where VHL engineers are not on-site, the Customer is responsible for ensuring someone
is available to accept the delivery, sign the delivery note, and safely store the Goods.

o Ifdeliveries are left unattended at the Customer’s request, this shall be entirely at the
Customer’s risk.
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e Any storage costs incurred by VHL due to failed or delayed delivery attempts, or the
Customer’s refusal/inability to accept Goods, shall be chargeable to the Customer.

5.6 Special Deliveries & Large Equipment

For large items, appliances, or specialist equipment requiring lifting equipment or
additional labour, the Customer must notify VHL in advance. Additional costs incurred for
special handling, equipment hire, or labour shall be payable by the Customer unless
otherwise agreed in writing.

5.7 Transfer of Responsibility

Once delivery has been completed and risk has passed to the Customer, VHL accepts no
liability for loss, theft, or damage to the Goods, howsoever caused, unless directly
attributable to VHL negligence prior to handover.

6. Title of Goods

6.1 Retention of Title

All Goods supplied by VHL remain the property of VHL until payment in full (including VAT,
interest, and any additional charges) has been received and cleared. This retention of title
applies even if the Goods have been delivered, installed, or incorporated into the Customer’s

property.

6.2 Risk vs. Title

Risk in the Goods passes to the Customer upon delivery (see Section 5).
Legal title, however, remains with VHL until full settlement of all sums owed.

The Customer is responsible for insuring the Goods against loss, theft, or damage once
delivery has taken place, even if ownership has not yet transferred.

6.3 Right of Recovery
If the Customer fails to pay in accordance with these Terms:

VHL reserves the right to enter the Customer’s premises (or any premises where the Goods
are stored) to recover unpaid Goods.

The Customer must provide access and take all reasonable steps to assist VHL in exercising
this right.

VHL shall not be liable for any damage caused during such recovery, except where resulting
from negligence.

6.4 Disposal or Resale by Customer
Until title has passed:
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The Customer must not sell, transfer, pledge, or otherwise dispose of the Goods without
VHL's prior written consent.

If the Customer resells the Goods (with or without consent), they agree to hold the proceeds
of such sale on trust for VHL and to remit those proceeds immediately to VHL.

6.5 Mixed or Incorporated Goods
Where Goods supplied by VHL are mixed, combined, or incorporated into other goods or
property, and full payment has not been received:

VHL shall retain ownership rights in the identifiable Goods or the proportion of mixed
goods corresponding to the unpaid balance.

VHL may recover equivalent value from the Customer should recovery of the exact Goods
not be possible.

6.6 Insolvency of the Customer

In the event the Customer becomes insolvent, enters administration, liquidation, or any
similar proceedings, all outstanding sums shall become immediately payable, and VHL
reserves the right to recover Goods not yet paid for.

7. Customer Responsibilities

7.1 Access & Site Conditions

The Customer shall provide VHL with safe, clear, and unobstructed access to the
property/site for the duration of the works. This includes ensuring adequate parking, entry
permissions, and safe working conditions. If access is restricted, delayed, or unsafe, VHL
reserves the right to charge waiting time, reschedule works, or recover associated costs.

7.2 Protection of Property
VHL will exercise reasonable care to protect the Customer’s property. However:

The Customer is responsible for removing or adequately protecting furniture, fixtures,
fittings, flooring, and valuables from the working area.

VHL cannot accept liability for damage to items left unprotected, or for unavoidable
cosmetic damage (e.g., to plaster, wallpaper, paint, tiles, or floor coverings) where access is
required.

Any necessary reinstatement or redecoration following works is the responsibility of the
Customer unless expressly included in the Proposal.

7.3 Permissions & Approvals
The Customer must obtain all necessary consents, approvals, or permissions prior to
commencement of the works, including (but not limited to):

Landlord or managing agent approvals
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Building control or planning permissions

Utility provider consents
The Customer shall bear all costs and responsibilities associated with obtaining such
approvals.

7.4 Utilities & Facilities
The Customer must provide, free of charge:

A safe and adequate electricity supply (220/240V standard outlet)
A mains water supply, where required

Reasonable use of sanitary facilities for VHL engineers
The Customer must also ensure that all utility supplies (gas, water, and electricity) relevant
to the works are safely accessible and operable.

7.5 Pets & Vulnerable Persons (Safeguarding)

The Customer must ensure that pets are secured away from the working area at all times.
VHL cannot be held responsible for injury to, or escape of, pets where this obligation is not
met.

The Customer is responsible for safeguarding children, elderly individuals, or vulnerable
persons present at the property during works. VHL engineers will not assume responsibility
for supervision or care of vulnerable persons.

If safeguarding issues arise that compromise safety, VHL reserves the right to suspend or
postpone works until the matter is resolved.

7.6 Customer Cooperation
The Customer shall cooperate fully with VHL to enable efficient and safe delivery of Goods
and Services, including:

Providing accurate information about site conditions and existing installations
Advising of any known defects, hazards, or restrictions affecting the works
Following reasonable instructions from VHL engineers on site safety or operational matters

7.7 Consequences of Breach
If the Customer fails to fulfil their responsibilities under this section, VHL may:

Suspend or delay works until the issue is rectified
Charge the Customer for additional costs or time incurred

Decline to carry out works where conditions are unsafe or unsuitable, without liability for
delay or non-completion
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8. Liability

8.1 Limitation of Liability

Except where prohibited by law, VHL'’s total liability to the Customer in respect of any
claims, losses, damages, or expenses arising from the supply of Goods or Services shall not
exceed the total price paid or payable for those Goods or Services.

8.2 Exclusion of Indirect & Consequential Losses
VHL shall not be liable under any circumstances for:

Loss of profit, revenue, business, or contracts
Consequential or indirect losses of any kind
Costs or damages arising from the Customer’s loss of use of equipment, downtime, or delay

8.3 Customer-Supplied Goods & Materials
Where the Customer provides their own goods, materials, or equipment for use in
connection with the Services:

VHL accepts no responsibility for their quality, suitability, or performance.
VHL provides no warranty or guarantee in respect of customer-supplied goods.

Any defects, delays, or failures caused by such items remain solely the responsibility of the
Customer.

8.4 Pre-Existing Property Conditions

VHL shall not be liable for damage, loss, or additional costs arising from defects or
weaknesses already present in the Customer’s property, installations, or systems. This
includes (but is not limited to) hidden leaks, poor workmanship by third parties, outdated
installations, or non-compliance with current regulations.

8.5 Timeframes
Unless specifically guaranteed in writing:

Any stated delivery dates, start dates, or completion times are estimates only.

VHL shall not be liable for delays or failure to complete Services by any particular date,
whether caused by supplier issues, access restrictions, unforeseen site conditions, or
external events beyond VHL’s control.

8.6 Structural Faults & Hidden Defects
VHL is not liable for any damage, loss, or remedial costs resulting from:

Structural faults, subsidence, or inherent weaknesses in the Customer’s property

Latent or hidden defects that could not reasonably have been identified during inspection
or prior to works
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8.7 Force Majeure

VHL shall not be liable for any failure or delay in performing its obligations where such
failure results from events or circumstances beyond its reasonable control (including but
not limited to extreme weather, fire, flood, strikes, lockouts, or supply chain failures).

8.8 Statutory Rights & Mandatory Liability
Nothing in these Terms excludes or limits VHL’s liability for:

e Death or personal injury caused by negligence

e Fraud or fraudulent misrepresentation

e Any liability which cannot lawfully be excluded under the Consumer Rights Act 2015 or
other applicable UK law

8.9 Professional Standards

VHL shall carry out all works with reasonable skill, care, and diligence, in line with industry
standards and applicable regulations. This limitation of liability does not absolve VHL of its
duty to perform to a reasonable and professional standard.

9. Guarantees

9.1 Labour Guarantee

e Repairs: VHL does not provide a formal labour guarantee on repairs due to the variable
nature of existing systems and materials. However, all works will be carried out with
reasonable skill, care, and diligence.

e New Installations: VHL provides a 12-month labour guarantee on new installations,
provided the materials are supplied by VHL.

e Manufacturer Warranties: All goods, equipment, or parts supplied by VHL are covered
by the manufacturer’s warranty, subject to the manufacturer’s terms and conditions.

9.2 Temporary Repairs & Fixes

e  Where VHL carries out a temporary repair, make-safe, or provisional fix, the Customer
acknowledges that such work is intended only as a short-term solution to restore
service, prevent damage, or make the system safe.

e No guarantee, warranty, or liability is provided or implied for the effectiveness,
durability, or longevity of any temporary or emergency repair.

e The Customer accepts full responsibility for authorising such work and understands
that further permanent repairs or replacement may be required.
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e VHL will, where possible, advise the Customer of recommended permanent solutions,
associated risks, and estimated costs.

e Should the Customer decline to proceed with permanent works, VHL shall not be liable
for any subsequent failure, damage, or loss arising from the temporary nature of the
repair.

9.3 Exclusions - Where Guarantees Do Not Apply
Guarantees provided by VHL are void where:

e Materials are supplied by the Customer.

¢ Installations, fittings, or systems have been in place for more than 12 months from
completion.

e Works are temporary in nature (clearly marked on the invoice as such).
e The Customer ignores VHL'’s written or verbal advice.

e The works, equipment, or materials have been altered, tampered with, or repaired by
the Customer or a third party.

e The underlying system or installation is outdated, inherently defective, or not compliant
with current regulations.

e Damage or failure occurs due to misuse, negligence, or lack of maintenance by the
Customer.

9.4 Right to Rectify
Before any refund, replacement, or compensation is considered, VHL reserves the right to:

Inspect the works in question, and

Carry out remedial works at no additional cost to the Customer, where appropriate.
If the Customer refuses VHL the opportunity to inspect or rectify, all guarantees and
warranties shall be considered void.

9.5 Insurance
VHL maintains appropriate Public Liability Insurance and Employers’ Liability Insurance at
all times. Proof of cover is available on request.

9.6 Title & Risk
Title in Goods remains with VHL until full payment has been received (see Section 6).
Risk in the Goods passes to the Customer on delivery (see Section 5).

The Customer is responsible for insuring Goods at replacement value once delivered to site.
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9.7 Limitations
Guarantees are non-transferable and apply only to the original Customer.

VHL shall not be liable for any indirect or consequential loss arising from remedial works or
warranty claims.

Nothing in this section affects the Customer’s statutory rights under the Consumer Rights
Act 2015.

10. Force Majeure

10.1 Definition

VHL shall not be liable for any failure or delay in performing its obligations where such
failure or delay results from events, circumstances, or causes beyond its reasonable control.
This includes, but is not limited to:

e Acts of God (such as flood, fire, earthquake, storm, or other natural disasters)

e War, terrorism, civil unrest, riots, or sabotage

e Government actions, new legislation, or regulatory restrictions

o Strikes, lockouts, or other industrial disputes (whether involving VHL staff or third
parties)

o Failure, delay, or interruption of suppliers, subcontractors, utility providers, or
transport networks

e Epidemics, pandemics, or public health restrictions

¢ Equipment or machinery breakdowns not reasonably preventable

10.2 Suspension of Obligations

Where a Force Majeure event occurs, VHL’s contractual obligations shall be suspended for
the duration of the disruption. Timeframes for completion of works will be extended by a
reasonable period.

10.3 Notification
VHL shall use reasonable endeavours to notify the Customer as soon as practicable of the
occurrence of a Force Majeure event and its likely impact on delivery or performance.

10.4 Termination Rights
If the period of delay caused by a Force Majeure event exceeds 60 days, either party may
terminate the contract by written notice, provided that:

The Customer shall remain liable to pay for all Goods delivered and Services performed
prior to termination.

VHL shall not be liable for any additional loss, damage, or costs arising from such
termination.
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11. Dispute Resolution
11.1 Internal Complaints Procedure
If you have a complaint about Goods or Services provided by VHL, you should first contact
our Customer Service team:
@ enquiries@villageheating.co.uk | ¥, 020 8102 9898

11.2 Escalation of Complaints
We aim to resolve all complaints promptly, fairly, and informally wherever possible. If the
issue cannot be resolved at first contact:

The matter will be escalated internally to a senior manager for review.

A formal written response will be provided within a reasonable timeframe (normally 14
days).

11.3 Alternative Dispute Resolution (ADR)

If, after exhausting VHL’s internal complaints procedure, a dispute remains unresolved, the
Customer has the right to refer the matter to Alternative Dispute Resolution (ADR) in
accordance with the Alternative Dispute Resolution for Consumer Disputes (Amendment)
Regulations 2015.

ADR allows an independent third party to review the complaint impartially and propose a
fair resolution.

Details of the ADR scheme available to VHL customers, including how to submit a complaint,
will be provided upon request.

11.4 Court Proceedings

Referral to ADR does not affect the Customer’s statutory right to pursue the matter through
the courts. Any such proceedings shall be subject to the jurisdiction clause in Section 12
(Legal & Jurisdiction).

12. Legal & Jurisdiction

12.1 Governing Law

These Terms and any contract between VHL and the Customer shall be governed by and
construed in accordance with the laws of England and Wales.

12.2 Jurisdiction

The Customer agrees that any disputes, claims, or proceedings arising under these Terms
shall be subject to the exclusive jurisdiction of the English Courts, unless VHL chooses, at its
sole discretion, to bring proceedings in another jurisdiction where the Customer resides or
carries on business.

12.3 Compliance with Consumer Rights
Nothing in these Terms shall affect the statutory rights of consumers under the Consumer
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Rights Act 2015, the Consumer Contracts (Information, Cancellation and Additional
Charges) Regulations 2013, or any other applicable UK consumer protection legislation.
These Terms shall be interpreted in accordance with such legislation.

12.4 Business-to-Business Transactions

Where the Customer is a business, the provisions of consumer law shall not apply. In such
cases, the Customer acknowledges that these Terms are negotiated on a business-to-
business basis, and VHL shall not be liable for any losses beyond those expressly set out in
these Terms.

12.5 No Set-Off
The Customer shall not be entitled to withhold payment, set off, or deduct any sums due to
VHL against any alleged claim or counterclaim without VHL’s prior written consent.

13. Miscellaneous

13.1 Call Recording
All telephone calls may be recorded for training, monitoring, and quality assurance
purposes.

13.2 Attendance & Punctuality

VHL will use reasonable endeavours to attend site at the time and date agreed. However,
time is not of the essence and VHL shall not be liable for delays, missed appointments, or
consequential losses arising from such delays.

13.3 Authority of Instructing Party

Where a tenant, managing agent, contractor, or other third party instructs VHL on behalf of
a landlord or property owner, the instructing party will be held jointly and severally liable
for payment if the landlord or owner fails to settle the invoice. VHL shall be entitled to
recover payment from either the instructing party or the property owner, jointly and
severally, where authority to instruct has been given.

13.4 Binding Effect
By engaging VHL for the provision of Goods or Services, the Customer agrees to be bound by
these Terms, whether or not a written agreement has been signed.

13.5 Prohibited Use of Contact Information

Email addresses, phone numbers, or other contact details provided by VHL must not be
used for unsolicited marketing, spamming, or any purpose other than genuine enquiries
relating to VHL'’s services.

13.6 Limitation on Company Losses

The Customer acknowledges that these Terms are structured to ensure that VHL does not
operate at a financial loss. In circumstances where unforeseen costs arise due to the
Customer’s acts, omissions, or site conditions, VHL reserves the right to recover such costs
from the Customer in full.
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13.7 Severability
If any provision of these Terms is found to be invalid, illegal, or unenforceable by a court of
competent jurisdiction, the remaining provisions shall continue in full force and effect.

13.8 Waiver
Any failure or delay by VHL in enforcing its rights under these Terms shall not be deemed a
waiver of those rights.

14. Additional Terms

**Consumer Contracts Regulations 2013 (CCR2013):** Customers who are individuals
contracting for non-business purposes at a distance (e.g. online or by phone) have a 14-day
cooling-off period under CCR2013. If the Customer requests that works begin before the
expiry of this period, they expressly waive their right to cancel once work has commenced.
Cancellations must be sent in writing to: cancellations@villageheating.co.uk.

Where the Customer is a business (including landlords, managing agents or corporate
entities), these Terms apply on a business-to-business basis, and consumer legislation does
not apply.

15. Subcontracting & Assignment

VHL may, at its discretion, appoint qualified subcontractors or assign its obligations to
another entity, including associated facilities or service partners, to carry out all or part of
the Services. VHL remains responsible for ensuring that subcontracted work meets the
same standards as if performed by its own staff.

16. Hazardous Materials (Asbestos etc.)

If VHL reasonably suspects the presence of asbestos or other hazardous materials during
works, operations shall be immediately suspended and the Customer notified. The
Customer must arrange any necessary testing, removal, or remediation by licensed
specialists. Works will not resume until VHL confirms the site is safe. The Customer shall
bear responsibility for any delays or additional costs caused by such suspension.

17. Waste Removal / WEEE / Appliance Disposal Fees

Unless expressly included in the Quote, removal and disposal of packaging, waste materials,
or old appliances are not included. VHL may provide waste removal upon request at an
additional cost in compliance with applicable waste and environmental regulations
(including WEEE requirements where relevant).
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18. Manufacturer Warranty Registration & Servicing

The Customer is responsible for registering any manufacturer warranty within the period
required by the manufacturer (usually within 30 days of installation). While VHL may assist
on request, it assumes no liability for unregistered warranties. Maintenance, servicing, or
annual checks required to uphold warranties are also the Customer’s responsibility.

19. Investigations, No-Fault Findings & Access Works

Time spent investigating faults is billable, even where no fault is found or where repairs are
not completed. Where access to concealed installations is required (e.g. behind
walls/floors), the Customer authorises VHL to undertake access works as necessary.
Cosmetic reinstatement is not included unless specified in the Quote. VHL is not liable for
incidental damage during such access.

20. Waiting Time & Missed Appointments

The Customer must ensure access and site readiness at the agreed time. Waiting time or
abortive visits due to lack of access, unavailable keys, or other Customer-related issues are
chargeable. If access is not granted within 30 minutes of arrival, a minimum one-hour
charge may apply.

21. Photographic Records & Marketing Use

VHL may take photographs/videos for record-keeping, compliance, and quality control.
Personally identifiable data will not be captured unless required. Marketing use of such
materials will only occur with the Customer’s prior written consent.

22. Digital Communications & E-Signatures

Electronic acceptance of Quotes, instructions, or changes (e.g. via email or online forms)
shall be deemed contractually binding, with the same effect as signed physical documents.

23. Amendments

VHL reserves the right to amend these Terms from time to time. The latest version will be
published on the VHL website and shall apply to all Quotes and instructions issued
thereafter.



