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s
Definitions 

By ‘we’, ‘us’, or ‘our’, we mean Thermal Earth Limited –
Care Plan. 

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

- Getting to your heat pump 

repairing any damage we may cause in getting access to 

–

decoration, grass or plants. 

- When you do something that stops 

properly – without meaning to. 

- the Heat Pump Care Plan 

Annual service -

properly. 

Approved list - Heat pumps or parts that we can repair. 

Authorised contact - a managing agent, landlord or any 
named person who you’ve authorised and who we’ve 

under your agreement in relation to a property. 

- the heat and hot water system on your 
property –

-air 
vents, cylinders and the pipes that connect them. 

Cylinders -

Call- - the amount you pay towards each 
.

Exclusions – those circumstances in the 
terms and conditions charge

r not you are within 
your warranty period or have a service plan in place with 
us.

Force Majeure Event – to any act, event, non-

control. 

Heat pump and associated equipment - A single 
electrically-powered ground source heat pump or air 

or any integrated cylinder, stand-alone cylinder o
vessel supplied at the same time as the heat pump was 
originally supplied or the heat pump controls and 

the heat pump was originally supplied 

Home - e or 
conservatory where you live or a home you own, 
including holiday homes or rental properties. 

Installer – an accredited Thermal Earth trained installer

Landlord - someone who owns a property which they 

- someone who provides managed 
services to a landlord in relation to one or more 
properties. 

– any additional charge
, 

as set out in these terms and conditions 

One off C eable call out services – any repair service 

- the day your agreement starts 
until your agreement runs out, as detailed on your 
statement. 

  -

c or 

- where we replace 

Thermal Earth app

Serv – the

- -

it corrodes over time. 
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Statement -
agreement

and how much you’re paying per month. 

Warranty Services – the 

Period, as set out in Warranty document. 

Details of Service Plan 

What’s covered by your Standard Care Plan

Extended 10-year warranty on your heat pump 
and internal components
Remote system monitoring
Telephone support (Monday to Friday)

A 25% discounted rate on any other call outs 

What’s covered by your Premium Care Plan 

Everything in Care Plan Standard, plus 
10-

Priority phone support

pump system components as listed.

What’s Not covered 

system or repairing the damage it causes to 
the heat p

An Immediate response time to call-outs; 

and we will endeavour to get to you as soon as 

components (standard ) 

Exclusions
circumstances, any repairs we 

Heat Pump will constitute a 
e 

e: 

Your Heat Pump: 

Is n
recommended installation coordinates; or 

erated and 
maintained in accordance with our 
instructions, manuals and technical 
documents; or 

without our express consent (either within 
your property or to another property); or 

o a permanent and 
supply.

You require repairs to your Heat Pump in respect of: 

Su hich does not a
; or 

Damage ening, 
storms, power cuts
other loss or damage which would otherwise 

is your 
responsi

The defect or fault in your Heat Pump arises from: 

, neglect, accident, 
ion , accidental 

damage or an Heat Pump other 
s designed; or 

in the third party 
uch third party 

system) in which the Heat Pump is installed, 
such as : radiators, 
controls ting -
pressuring heating systems, secondary hot 
water pumps, hot water cylinders, ground 

pairing; 
or 
Your energy usage (wh

The e or i
on which the Heat Pump is dependant; or 
The not compliant with
Part L legislation and BS 7953 2019;

Other exclusions include: 

Upo ct or 
ith the Heat Pump; or 
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Heat Pump; or
You or a third party alters or repairs (or 
attempts to alter or repair) your Heat Pump 
without our prior written consent; or 
In order to repair your Heat Pump, we would 

directly connected to your Heat Pump or the 

ble Call Out Services 

These apply where: 

The warranty period has expired and you are 
not party to a service plan contract;
Your Heat Pump is not under any
warranty or service plan with us;
An exclusion applies;

And you ut repairs to your Heat 
Pump either in writing or over the phone, we will 

charge. 

may incur one charges
s is 

necessary to in cases 

. 

I
: 

the date that we provide 
vices, then, 

su
such ninety days and provided an exclusion 
does not apply, we will re-attend your 

r
and any additional parts 

o more than 12 months 
we provided 

o 
h 12 

month period and provided an exclusion does 
not apply, we will re-attend your property 
su ut charge in 
re .

we provide such 
all out service, then 

provided an exclusion does not apply, we will 
re-attend your property, s
pa or parts and 

d/or an investigation and diagnosis 
. 

initial
which we provided , 
then provided an exclusion does not apply, we will 
attend your property

o your payme vant 

charges at any time 

le call out services. 

You shall pay any on s to us 
nvoice and in any event prior to 

our scheduled attendance at your property to provide 
the services. 

Work under your Care Plan

T

it is not reported to Thermal Earth within three [3] 

agreement, unless you change your agreement, or the 
Government changes the relevant tax rate.  We’ll always 

ce. 

Payments 

.   
our prices include the relevant taxes at the current rate. 

your care plan.

Renewals 

re your 

You can cancel your Care Plan with 30 days’ notice at 
Unit 
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B1 

your cover will continue 

have to pay a cancellation charge

agreement. 

We’ll only provide the Care Plan to you and not to 

demands, amounts agreed upon in settlement and 

in connection with, complaints or claims which we 

times, a managing 

agreement. 

Your Responsibilities 

changes to your contact details including telephone 

pay any missing payments due. 

someone 18 years old or older there at all times during 

another appointment.  A cancel
-arrange the appointment, your 

attempts to get into your property, we may cancel your 

our engineer, on your 

won’t return 

pump, appliance or system, you’ll need to arrange and 

which you’ll need to show 
us. 

Authorised contacts 

can note it on your agreement. 

Your Care Plan only includes repairing your heat pump 

properly – it doesn’t include any improvements or 
upgrades.   Where we’ve told you that an improvement 

ipment 

invalidate your agreement. 

Visits 
Annual service 

with the relevant laws and 
regulations.

service 

When your annual service is due we’ll send you or your 
authorised contact an email, letter, text message or call 
you to arrange it. The month in which we intend to carry 
out the annual service is shown on the statement; 
however we may carry out the annual service up to 3 

hold 
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Your tenants or your letting agents can call us directly to 
arrange any engineer’s visit. 

Reasonable timescales 

We’ll carry out any repairs or visits you’re entitled to 

– in which case we’ll let 

timescale is typically 
within 2-
times. 

Normally, we’ll send a Thermal Earth engineer to carry 

partner installer instead.   Our engineers carry a wide 

not on the van. When this happens, we will not charge 
the call-out again. 

Call Out fee 

Your statement shows how much you’ve agreed to pay 

  

months, the
Our engineer will use their expert judgement to decide 

mplete the 
-out occurs up to 3 months prior to 

your scheduled annual service, we will carry out the 
annual service at the same time and waive the excess. 

Safety advice 

From time to time, we may tell you that heat pump or 

heating system, needs permanent repairs or 

–
running until you or we change or cancel it. 

Spare parts 

Twelve-

Standards. 

General Exclusions 

agreement. 

Cash in lieu 

annual service, repairs or replacements. 

Domestic use 

-to-day living purposes, including 

systems up to

External and Ancillary Products 

External pumps 
Room thermostats and other generic heating 

uipment 

Central heating components 

Pre-

Were already there when your heat pump or 

change or additions were made to your heat 
.
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.
We 

pipes that don’t have the correct protection, 
.

.

ne 

doesn’t include putting that right. 

used. Our engineer will use 
their expert judgement to determine how the damage 
was done. 

electricity 

electricity. 

Your product doesn’t include repairing or replacing any 

–
that’s normally co

covered under this agreement. 

Events outside our control 

We will n
our 

se terms and conditions that us 
Force 

Majeure Event). 

A Force Majeure Event includes any act, event, non 
occurrence, omission yond our reaso
control and includes, in particular (without limitation) 

g: 

-outs or other industrial action; or
Epidemic 
limited to COVID-19) 
Civil commotion, riot, invasion, terrorist attac

declared or not) or threat 
war; or 
Fire

disaster; or
, shipping, 

; or 
Impossi the 

. 

Our 
the period that the Force Majeure Event continues and 
we will extend the or 

at period.  

solution y ions under these 
he Force Majeure 

Event. 


