The Small Print
We will carry out the job you've asked us to do on the basis of what we say in this document.
Yes, here come the legal bits, but we need to do it for the benefit of both of us. We've highlighted in
bold those things we think you should take particular note of.
Information is key!
You need to tell us as much as you can about the job. We can't price it properly otherwise. Neither of
us wants that, so if in doubt, tell us.
What we're going to charge you
We'll agree a price with you over the phone and take your credit or debit card details then. Please rest
assured those details are kept safe and secure and not stored by us. Once we've completed your job,
we'll take payment from your card.
Is the price we give you over the phone really the price you pay?
When we agree the price with you over the phone, we want that to be the price you pay otherwise you
won't be happy and we'll lose a valued customer. So we'll try as hard as we can to make sure the
price we give you over the phone is the price you pay.
But as we've said we rely on you to tell us everything you can about the job. If we arrive and the job
requires more work than was agreed when you booked the job, then we may have to charge
you more for the work. But we'll tell you before we start any work.
We know this is not ideal, so if we turn up and want to charge you more for the job you can cancel the
job and tell us to go away again. We won't charge you anything at all.
If we don't say anything about the price before we start work, then we promise that the price we gave
you over the phone is the price you pay. We're not going to do the work and then suddenly ask you
for more.
What if you want to cancel or rearrange?
You can cancel or rearrange the appointment by telephoning us on 0800 24 7 999. Please give
us at least 24 hours' notice or we will incur costs and charge you £20 towards this. We'll take
that payment from your credit or debit card. We'll do that if you give us less than 24 hours notice.
Otherwise we won't charge you at all.
What do you need to do in preparation of our arrival?
Please make sure that the area that needs attending to is accessible and safe (i.e. clear of all
household items) as if there is a health/safety risk we will not be able to do the job.
Who does the work?
We use our own employees and approved tradespeople (on our behalf) to carry out the work. These
are carefully selected to make sure they provide a great level of service. Our HomeServe approved
engineers carry photo I.D. so you can be sure you’re dealing with an approved HomeServe engineer.
What might stop us from doing the work?
We may have problems getting to you because of things outside our control such as sickness,
dreadful traffic or weather conditions or something similar. We may therefore need to
reschedule the appointment with you. We'll try to give you as much notice as possible, but it may
be on the day of the appointment.
If we arrive to do the job and there's something you haven't told us that means extra work for
us, or the job is going to take longer, we may have to reschedule for another time.
Once we arrive, we might also find things that stop us doing the work. For example, if there is
asbestos in your house we can't disturb that because it's so dangerous. Also, if we're using
materials you have provided, they need to be suitable for what you want us to do with them.
We might realise that they are not and that we cannot therefore do the work for you.

When will we arrive?
We'll give you an appointment slot, which will be two times between which we'll arrive to begin
carrying out the work. Just remember that's when we'll arrive but we won't necessarily complete the
work between those times. It may take us longer.
Emergency jobs
If when you call to book a job we think your job is an emergency, we will try to get to you as soon as
we can and before the agreed appointment slot. However, as we’ve already mentioned, we will not
always be able to do so if we have problems getting to you because of things outside our control,
such as sickness, dreadful traffic or weather conditions.
Guarantee
We guarantee any work done and any materials which we provide for a period of 12 months from the
appointment. This means that if any problems occur after the completion of the work and they are the
result of any faulty workmanship, we will remedy those problems at no further cost to you. Likewise, if
any materials we supply are faulty, we will replace them free of charge. We then guarantee any
additional work carried out, or additional materials provided, but only until the date that is 12 months
from the original appointment.
Please note, however, that our guarantee is subject to the following:
i)

Where the work involves a blocked drain or the flushing of a central heating system, or
relates to pest control e.g. vermin, wasps or ants, the 12 month labour and parts
guarantee is not applicable. So if any further blockages, flushings or pest infestation
problems arise you'll need to pay for us to come and sort it out again.

ii)

Where we carry out an electrical fault find or deploy a plumber for an hour job the 12
month labour and parts guarantee is not applicable

iii)

We will not remedy any problems with materials or parts where they have been purposely
or accidentally damaged. Nor will we remedy any problems where it relates to materials or
parts you have provided.

How we use your information
You give us information about yourself when you book an appointment. We’ll keep that information
safe and secure and only process it in accordance with the Data Protection Act 1998. We may pass
your information on to our own group companies, tradesmen and other third parties for training and
statistical analysis. We, or they, may also use your information to contact you via the telephone, post
or email with products, services and/or promotions that we think may be of interest to you. If you do
not wish to be contacted with any promotions please write to Freepost: RLYC-LXAL-GEEH,
HomeServe, Cable Drive, Walsall, WS2 7BN.
How to Make a Complaint
We aim to provide you with a high standard of service but from time to time things may go wrong.
When we receive complaints we investigate them at once and every effort is made to resolve them to
your satisfaction. If you have a complaint, please phone 0800 24 7 999 or write to HomeServe at
Freepost RLYC-LXAL-GEEH, HomeServe, Cable Drive, Walsall, WS2 7BN.

Your statutory rights are not affected
This information can be supplied in large print, Braille or audio upon request.

Job Name
Deploy a Plumber for an hour

Repair a hidden burst pipe

Inclusions
Exclusions
Important Notes
Materials - if any materials/
If after the hour there is more work required than was apparent when you booked the job, we will
1 hour labour at your property. All call out and
parts are recommended we
quote you for the additional work of which you are under no obligation to proceed. You will be
labour costs.
will be happy to provide you a
charged for the agreed rate for the hour.
quotation.
Permanent reinstatement of
the area accessed to repair
Location of the source of the problem.
If we arrive and there is more work required than was apparent when you booked the job, we may
Permanent repair to your burst pipe. All parts the pipe e.g. damage caused
have to charge you more for the work. But we will inform you of this before we start any work, at
through
access to a ceiling/
and materials associated with the repair. In
which
point you are still able to cancel the job.. If the burst pipe is deemed to be a Water Supply Pipe
tiled wall- this can be
order to carry out a repair there must be visible
before the internal stop tap we will provide a quote for this work and send a specialist engineer.
provided
through
another
or audible signs of water.
service or you household
insurance may cover this.

Permanent reinstatement of
Location of the source of the problem.
the area accessed to repair
Permanent repair to your hidden plumbing leak.
the pipe e.g. damage caused
Repair a hidden plumbing leak
All parts and materials associated with the
through access to a ceiling/
repair. In order to carry out a repair there must
tiled wall - your household
be visible or audible signs of water.
insurance may cover this.

Repair a Leaking Internal Stop
Tap

Location & identification of the problem.
Permanent repair to your stop tap.

Repair a Leaking Overflow Pipe

Identification & location of the problem.
Permanent repair to your overflow pipe. All
parts and materials associated with the work

Repair a Leaking Radiator

Isolation of your leaking radiator. Identification
of the problem causing the leak. Replacement
of any parts e.g., the valves. If required.

Repair a mixer Tap

Repair of your standard mixer tap.

Repair a Toilet Flush

Location the problem. Repair to the toilet flush
ensuring full working order. If replacement of
the handle is required we'll replace it a with a
standard mechanism e.g., chrome handle. All
standard parts and materials associated with
the work.

Repair an Accessible Burst
Pipe

Location & identification of the problem.
Permanent repair to the pipe. All parts and
materials associated with the work.

Repair an Accessible Plumbing
Leak

Location of the leak. Permanent repair to the
leak. All parts and materials associated with
the work.

Repair/ replace an outside tap

The repairing or replacement of existing tap to
a domestic property

Replace a Leaking Internal
Stop Tap

Removal of your existing stop tap.
Replacement of your stop tap for a like for like
basis. All parts and materials associated with
the work will be included.

Replace taps

Removal of your existing tap/s. Replacement of
your tap with a standard fitting. All parts and
materials associated with the work.

Replace Taps (supplied by the
customer)

Removal of your existing tap. Replacement of
the tap with your supplied tap. All labour
included to complete the works.

Unblock a Drain

If we arrive and there is more work required than was apparent when you booked the job, we may
have to charge you more for the work. But we will inform you of this before we start any work, at
which point you are still able to cancel the job..

All work will be carried out in line with current water regulations. This is the control for the main water
Replacement of your stop tap, supply to your household. This service can only be carried out providing isolation of the water supply
if necessary we would be
from external stop tap is possible. If this causes any problems our tradesman will discuss this with
happy to provide a quotation you on inspection. If we arrive and there is more work required than was apparent when you booked
for this.
the job, we may have to charge you more for the work. But we will inform you of this before we start
any work, at which point you are still able to cancel the job..
This job may require 2 visits. All work will be carried out in line with current water regulations If
access to the leaking overflow pipe is difficult e.g., behind the ceiling void or a tiled wall you may
require an additional service, this will be advised on inspection of the problem. This may potentially
be covered by your home insurance. If we arrive and there is more work required than was apparent
when you booked the job, we may have to charge you more for the work. But we will inform you of
this before we start any work, at which point you are still able to cancel the job..
Replacement of the radiator,
however if advised by our
tradesmen we are happy to
provide a quote for the
replacement.
Repairs to bath mixer taps. If
unrepairable replacement
mixer tap not included.

Repairs to Saniflow toilets.

All work will be carried out in line with current water regulations. This job may require 2 visits. If we
arrive and there is more work required than was apparent when you booked the job, we may have to
charge you more for the work. But we will inform you of this before we start any work, at which point
you are still able to cancel the job..
If we arrive and there is more work required than was apparent when you booked the job, we may
have to charge you more for the work. But we will inform you of this before we start any work, at
which point you are still able to cancel the job..
All work will be carried out in line with current water regulations. If we arrive and there is more work
required than was apparent when you booked the job, we may have to charge you more for the work.
But we will inform you of this before we start any work, at which point you are still able to cancel the
job..

All work will be carried out in line with current water regulations. If we arrive and there is more work
required than was apparent when you booked the job, we may have to charge you more for the work.
But we will inform you of this before we start any work, at which point you are still able to cancel the
job.. If the burst pipe is deemed to be a Water Supply Pipe before the internal stop tap we will provide
a quote for this work and send a specialist engineer.
All work will be carried out in line with current water regulations. If we arrive and there is more work
required than was apparent when you booked the job, we may have to charge you more for the work.
But we will inform you of this before we start any work, at which point you are still able to cancel the
job..
If we arrive and there is more work required than was apparent when you booked the job, we may
Additional pipe work alteration
have to charge you more for the work. But we will inform you of this before we start any work, at
which point you are still able to cancel the job..
All work will be carried out in line with BS1010 & current water regulations, to fit standard pipework
15mm-25mm dia. This service can only be carried out providing isolation of the water supply from
Upgrading pipework.
external stop tap possible. If this causes any problems our tradesman will discuss this with you on
Replacement where lead
inspection. If we arrive and there is more work required than was apparent when you booked the job,
pipes are present.
we may have to charge you more for the work. But we will inform you of this before we start any work,
at which point you are still able to cancel the job..
Replacement of Mixer taps. If
we are unable to replace
If we arrive and there is more work required than was apparent when you booked the job, we may
them we are happy to
have to charge you more for the work. But we will inform you of this before we start any work, at
provide you with a quotation
which point you are still able to cancel the job..
for the necessary work where
possible. This service
excludes mixer tap repairs.
All work will be carried out in line with current water regulations. Pipe work to taps needs to be
accessible for replacement of your taps. If we arrive and there is more work required than was
Supply of a tap.
apparent when you booked the job, we may have to charge you more for the work. But we will inform
you of this before we start any work, at which point you are still able to cancel the job..
Replacement of lead pipe.

Have you attempted to clear the blockage yourself?. This service does not include the repair of
12 month work guarantee due
broken pipes or collapsed drains. In the event that our engineer discovers that the blockage is not
to the nature of the problem.
situated on your property and cannot carry out the planned repair, we will charge you a fixed fee of
Collapsed drains or tree root
Location & removal of the blockage. A variety
ingress. CCTV investigation £85 for the engineer’s initial investigations (Excludes Home Repair Membership Customers). Where
of methods will be used depending on severity
your property was built before 1937, your water company may be able to provide you with a repair
service. Blockages to rain
of the problem. All necessary equipment
free of charge. Please ensure that you are aware of where your man holes are and that they are
water drains. Any further
supplied.
recommended remedial work - accessible. If we arrive and there is more work required than was apparent when you booked the job,
we may have to charge you more for the work. But we will inform you of this before we start any work,
this can be additionally
at which point you are still able to cancel the job.
quoted for.

Unblock a Sink

Location & removal of blockage using
necessary equipment. All work carried out in
line with current water regulations.

12 month work guarantee due
to the nature of the problem.
All work carried out in line with current water regulations. If we arrive and there is more work required
Replacement of faulty or
broken pipe work. Additional than was apparent when you booked the job, we may have to charge you more for the work. But we
will inform you of this before we start any work, at which point you are still able to cancel the job..
drain work - if recommended
we are happy to provide a
quotation.

Unblock a Toilet

Location and removal of the blockage. Use of
necessary equipment to clear the blockage.

12 month work guarantee due If your toilet is situated on the ground floor the blockage may be situated in your external drain which
to the nature of the problem. would involve additional work. Please select unblock a drain for a quotation. All work carried out in
line with current water regulations. If we arrive and there is more work required than was apparent
Replacement of faulty or
broken pipe work. Removal of when you booked the job, we may have to charge you more for the work. But we will inform you of
this before we start any work, at which point you are still able to cancel the job..
blockages to Saniflow toilets.

