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Become a 
member of our 
Service Club...
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What’s Included?

Annual Boiler Service & Heating System 
Health Check
•	 A comprehensive boiler service (to 

manufacturers recommendations) during 
the summer months (April to September) 
on a single natural gas boiler.

•	 Boiler will be opened up to clean 
key components.

•	 Parts to be checked for operational safety & 
ratios restored to manufacturers guidelines.

•	 Engineer check on heating system to 
ensure all in good working condition.

Boiler & Controls
•	 A comprehensive boiler service (to 

manufacturers recommendations) during 
the summer months (April to September) 
on a single natural gas boiler.

•	 Boiler breakdowns & repairs.
•	 Heating controls including thermostats, 

programmers, motorised valves & domestic 
sized pumps.

•	 The boiler flue (including the flue terminal) 
up to 1m in length.

•	 Boiler replacement cover, if less than 7 years 
old & deemed beyond economic repair.

•	 £400 inc vat off the cost of a new boiler if 
more than 7 years old & deemed beyond 
economic repair.

•	 Your gas supply pipe from the meter.

Central Heating System
•	 Everything included in Gold, plus;
•	 All repairs to the central heating system 

& primary hot water pipework within 
the property.

•	 Standard radiators & associated valves.
•	 External expansion vessels.
•	 Pressure relief valves.
•	 Gauges & external filling loops.
•	 Feed & expansion tank.
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Plumbing & Drainage
•	 Everything included in Platinum, plus;
•	 Repairs to the plumbing system within your 

home including water pipes as they enter 
the house & throughout the house.

•	 Hot water cylinder repairs and their 
components such as immersion heaters, 
timers & thermostats.*

•	 Repair leaking taps & running toilets.
•	 Cold water tanks, ball valves & floats.
•	 Ball cocks, siphons, valves & flush 

handles/buttons.
•	 Unblocking domestic drains within the 

property to restore flow.
•	 Repairing leaks on internal waste pipes.

Home Electrics
•	 Everything included in Crystal, plus;
•	 Repairs to your mains electrical system.
•	 Power sockets, isolation switches and 

smoke alarms (mains electrical only).
•	 Domestic extractor fans up to 15cm 

in diameter.
•	 Replacement of irreparable parts.
•	 Standard pendant light fittings.
•	 We will send a suitably qualified contractor 

to carry out any works.

Landlords Gas Safety Certificate
When the Service and or Landlords Gas Safety 
Certificate (LGSC) is due we will contact you 
via email, text or call to make a suitable 
appointment with you or your tenant. We will 
contact you up to three times, if however, we 
do not receive any response from you it will 
then be your responsibility to contact us to 
arrange your safety check. We will not be held 
responsible or take any liability if the safety 
check isn’t completed before the current 
expiry date.

*See terms & conditions for details.
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NOTABLE EXCLUSIONS
	x Inherent defects or inadequacy to 

the original design of the system/
appliance(s) and consequential damage 
or loss arising from defects.

	x Any defects or damage caused through 
malicious or wilful action, negligence, 
third party interference or accidental 
damage of any nature.

	x Any defect or damage caused by fire, 
lightning, explosion, flood, storm, tempest, 
frost, impact, other extraneous cause or 
catastrophic event. This includes pipes 
that require defrosting in extreme cold.

	x Pipe work, wiring or flues buried in the 
fabric of the building including underfloor 
heating & its components.

	x Any defect or damage occurring from 
a failure of the public electricity, gas or 
water supplies.

	x Any increased cost of utilities, loss of 
water services, loss of earnings, or any 
retrospective cost for items not relating 
to the repair of the heating components.

	x Any works pertaining to spas or 
swimming pools, including heating 
systems supplying a swimming pool.

	x CO alarms and smoke alarms.
	x Large pumps (any bigger than 

standard size).
	x Smart technology or system upgrades 

(including controls).
	x Instant hot water taps (boiling tap).
	x Kitchen sinks.
	x Lead pipes.
	x Decorative parts.
	x Removal of asbestos associated with 

repairing appliances or systems.
	x Any unvented cylinder’s or associated 

unvented system components.

	x Replacement or repair of thermal stores 
or the repair of fan convectors.

	x Replenishment of chemical treatment 
including leak detectors and inhibitors.

	x The cost of any improvements to the 
heating or hot water systems.

	x Where we replace your boiler or parts, 
we’ll provide replacements with a 
similar functionality but not necessarily 
an identical make and model or type 
of fitting.

	x Any third party costs.
	x Damages caused by limescale, sludge or 

other debris.
	x Making access to the appliance/system 

that is not deemed reasonable.
	x Any repairs to gas fires or cookers.

What’s Excluded?



Service Club

5 



6 

Annual Boiler Service & Heating System 
Health Check

	x There are no contract benefits on this plan.
	x This plan is for spreading the cost of the 

service over a 12 month period only.

Boiler & Controls
	x Topping up the pressure on your boiler 

or system.
	x Adjustments to time and temperature 

controls, including resetting them or 
replacing batteries.

	x Replacement or repair of unvented hot 
water cylinders and their components, 
thermal stores, fan connectors, air or 
ground source heat pumps.

	x Smart controls (including smart TRV’s) 
and wiring issues, or any internet controls 
or connections.

	x Anything flue related over 1 meter in length 
or open flues.

	x Any one repair over £400.
	x Condense or overflow pipes including lagging.

Central Heating System
	x Everything excluded in Gold, plus;
	x Damage caused by aggressive water, 

system contamination, limescale, sludge or 
other debris in the system.

	x Powerflushing, removal of sludge, limescale 
and other debris in the system. This 
includes cutting out the H section of the 
system due to the natural build up of 
deposits over time.

	x System filters.
	x Replacement of towel rails, low surface 

temperature, electric and designer/
decorative radiators, including any 
associated valves (decorative radiators 
include vertical, column, cast iron, low 
surface and curved radiators or any similar 
non-standard designs).

	x Any concealed pipework buried in the fabric 
of the building (including concrete floors).
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Plumbing & Drainage
	x Everything excluded in Platinum, plus;
	x Concealed plumbing/cisterns, plumbing pipework exceeding 28mm 

in bore, mains water pipes, lead pipe, steel pipes, main sewer pipes, 
soil pipe and any shared drainage.

	x Damage caused by aggressive water, system contamination, 
limescale, sludge or other debris in the system.

	x Showers, shower pumps, sanitary ware, seals and grouting. This 
includes electric shower units.

	x Water softeners, system filters, water meters, macerators, waste 
disposal units and scale reducers.

	x Rainwater pipes and guttering.
	x Replacement of sanitary ware including bidet, pedestal, bath, shower 

tray and wash basins.
	x Replacing the hot water cylinder for any reason.
	x Boiling taps.
	x Water meters.
	x Repair and or maintenance of devices designed to detect leaks.
	x Anything designed to boost the mains water pressure.
	x Garden taps.

Home Electrics
	x Electrical appliances, cameras and security devices.
	x Power supplies beyond the fuse box, and any external lighting units..
	x Rubber and/or lead cables.
	x Complete system rewire.
	x TV & speaker systems, lighting control systems (dimming), garage 

control systems.
	x Photovoltaic systems (solar power) & renewable energy.
	x Electric vehicle charging stations.
	x Fuse boards.
	x Doorbells/smart doorbells.
	x Shaver points.
	x Changing and replacing light bulbs and starter motors.
	x Non standard light fittings including down lights.
	x Appliances, showers, cooker hoods.
	x The electricity supply cable up to the fuse boor mains isolation switch.
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It is your responsibility to keep us informed 
of any changes to your contact details, 
this includes telephone numbers and email 
addresses, as this may affect us contacting 
you when your annual Service and/or Gas 
Safety Certificate is due.

We are unable to work in your property if 
there is a person under the age of 18 alone 
at the property, we will require an adult 
to be present at all times when a child is 
on site.

If we are unable to gain access to your 
property after two failed attempts, we will 
then charge an abortive fee of £40+vat per 
failed attempt thereafter, this may result in 
us cancelling your policy.

We are also not responsible for any losses 
incurred as a result of any rearranged, 
delayed or cancelled appointments, or 
failure to have a Gas Safety Certificate in 
place (if required).

We will not start or continue any works 
in your home if we believe there is a 
health and safety risk, for example pest 
infestation, verbal or physical abuse or 

harassment and we will not return until the 
risk has been eliminated. 

If asbestos needs to be removed, it will be your 
responsibility to arrange this before we carry 
out or continue any works in your property.

From time to time, we may advise you 
that your boiler or system may need a 
permanent repair or improvement that 
isn’t covered under the policy, for example, 
Powerflushing the system to remove the 
debris. For any reason you do not follow this 
advice, it may affect your policy.

If you have a policy with A.C. Wilgar while 
your boiler is still under the Manufacturer’s 
Warranty, we reserve the right to send the 
manufacturers to repair the boiler, which we 
will book on your behalf.

Over time, sludge and debris will build up in 
your system, a way of removing this is by 
Powerflushing, however, this isn’t covered 
under the policy.

Therefore, if this needs to be carried out, we 
will provide you with a quote. It is up to you 
to have these works carried out, however, 

if you do not go ahead with them and your 
boiler or system develops a fault due to 
the sludge/debris, then we will not cover 
the works required and may need to cancel 
your policy.

If for any reason you do not have your 
boiler serviced annually, then you will not be 
entitled to a refund.

If you are a landlord and book a Landlords 
Gas Safety Certificate (LGSC), in accordance 
with Smoke and Carbon Monoxide Alarm 
(Amendment) Regulations 2022 we are 
obligated to replace any CO or Smoke 
Alarms that are out of date or faulty, If this 
is the case, we will contact you from site 
to advise you that they need changing. 
If however, we are unable to contact you 
whilst we are on site we will replace the 
alarm(s) to prevent the certificate failing 
and add them to the cost of the booking.

If you do not want us to carry out this work, 
it is your responsibility to advise us when 
booking the appointment. 

We’ll carry out any repairs or visits you’re 
entitled to within a reasonable time, unless 

something beyond our control makes it 
impossible – in which case we will contact 
you as soon as possible and arrange 
another time when we can attend.

A standard size property for our contract 
would comprise of one bathroom, a 
cloakroom (with a toilet and basin) and up 
to 12 radiators on the system. Anything 
over this will require a bespoke costing to 
be provided.

In the event of a repair on a cylinder and 
it splits, A.C. Wilgar will not be able to take 
responsibility and a quote for a new cylinder 
will be provided.

INITIAL SAFETY INSPECTION 

If you wish to join A.C. Wilgar’s Service Club, 
a fully qualified Service Engineer will attend 
your property to carry out a chargeable 
boiler service and system health & safety 
inspection, normally within the first 30 days 
of the application being made.

Should any part of your system be deemed 
unsafe or not to the required standards for 
our Service Club, we will inform you of the cost 

Terms & Conditions of the A.C. Wilgar Service Club
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to rectify the works before the policy can be 
accepted. For larger properties, for properties 
with significant numbers of sanitary ware 
and/or heating controls, A.C. Wilgar will offer a 
custom pricing structure to suit.

ONLINE APPLICATIONS

If you are applying via the online process, 
you will need to fill in the necessary details 
requested including the Direct Debit details. 
This will then send the application to us where 
we will then have up to 30 days to carry 
out an inspection of the boiler/system for 
confirmation of the application being accepted.

During the first 30 days from the date the 
application is submitted, repairs to the 
boiler/system will not be covered and our 
standard charges will apply.

You will have a cooling off period of 14 days 
to cancel your application (16 days if you 
apply over the weekend).

START DATE 

Your cover will begin on the date which we 
process your first payment (27th day of the 
month) or the closest date to this. Please 

note that for any applications received 
after the 21st day of the month, cover 
will not begin until the 27th day of the 
following month.

From the start date of your agreement, 
you will not be able to claim any call outs 
under the policy for the first 30 days. If you 
need an engineer to visit this will be at A.C. 
Wilgar’s standard rate.

PERIOD OF AGREEMENT 

Payments will be taken on the 27th day of 
each month by direct debit, or the closest 
working day. The minimum subscription 
period is 12 months from the date of the 
first payment. Thereafter, your agreement is 
on-going until you tell us you would like to 
cancel or if we cancel the agreement.

You may cancel the agreement at any time 
after the initial 12-month period subject to 
pro-rata repayments for any works already 
carried out (see Cancellation Policy). 

If you have more than one boiler, you will 
be required to pay a separate Service Club 
membership for each boiler.

If you have several different policies some 
parts of your system might be covered twice. 
We will notify you in writing or email of any 
changes to pricing or terms and conditions.

YEARLY INSPECTION 

An A.C. Wilgar fully qualified employed 
engineer will carry out a full boiler service 
and system inspection once a year, we 
will carry out this service in the summer 
period (regardless of when you took out 
the policy), this will enable us to prioritise 
our customers in the winter if the boiler or 
system fails.

We will inform you in writing via e-mail, SMS 
and/or post when your service is due.

CANCELLATION POLICY 

We may cancel your agreement and/or 
demand repayments if: 
•	 You have given false information.
•	 It is not possible to find parts to keep 

your system working safely/correctly 
or we find a pre existing fault on the 
initial inspection.

•	 You do not make an agreed payment.

•	 You put our employees’ health and/or 
safety at risk in any way.

•	 Your home is unfit to carry out works in.
•	 We make recommendations to carry out 

works and you refuse to do so.
•	 Circumstances arise which make it 

inappropriate for the contract to continue.

We retain the right to cancel your 
agreement at any time should we deem 
it appropriate.

If you decide to cancel the agreement with 
us before the end of any 12-month period, 
we will charge you for any works that have 
been carried out in that period (including 
any repairs or boiler servicing charges).

If you cancel after the initial 12 month 
period we will calculate the costs of any 
repairs and services, this will be invoiced to 
you less the monthly payments you have 
made up to that point.

We require notification in writing from 
any Service Club member wishing to 
cancel with one months notice to 
accounts@acwilgar.co.uk
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SPARE PARTS & REPAIRS 

If we do not carry the spare parts required 
on the day, we will endeavour to find parts 
from our suppliers. We may not always 
be able to replace parts like-for-like and 
therefore may use an approved alternative 
or standard range of product. For example, 
parts may not always be the same design 
or colour as the original, but if you wish to 
provide your own part’s we will fit them 
under the terms of the contract (however 
we will not be able to guarantee the part, 
only our workmanship). 

Should we find any parts to be obsolete, we 
will not be able to carry out the associated 
works and we will instead provide a 
quotation for your consideration.

If you have had two or more visits to your 
property for the same issue (e.g. the boiler 
has failed to operate correctly) within any 
one year period, we reserve the right to 
deem the problem beyond economic repair. 
If for example a boiler repair costs in excess 
of £400 to repair, it will be deemed beyond 
economic repair. In such circumstances, A.C. 
Wilgar will provide a quotation to replace 

the boiler with a £400 discount applied. 
Alternatively we may increase the premium 
if additional works are required.

LABOUR 

Any plumbing & heating work will always 
be carried out or supervised by one of 
our fully qualified engineers. Electrical 
works may be referred to a vetted NICEIC 
registered electrician.

All wiring will be carried out in accordance 
with the current edition IEE Wiring 
Regulations. All wiring that will require a 
Building regs notification will be installed by 
an approved NICEIC contractor.

EMERGENCY CALLS

Our emergency line is manned 24/7, 365 
days a year. 

We would classify the following as an 
emergency under our policy:
•	 No heating (in the winter October 

to March).
•	 An uncontrollable leak (when the water 

cannot be contained, isolated or turned 
off by you).

For non-emergency situations: 
We would request our customers leave a 
message on our voicemail service, so we 
can call you back the next working day to 
arrange a suitable appointment with you.

We would classify the following as non-
emergency situations:
•	 If you have 1 radiator not working.
•	 A controllable leak (a leak that can be 

contained overnight by using a bowl or 
a bucket to collect the water).

•	 A leak into the toilet pan.
•	 No heating in the summer months 

(April to September).
•	 No hot water. 

We aim to get an engineer to you for the 
initial call out within a maximum of 24 hours, 
if called before 5.00pm on a weekday, or 
48 hours if it’s classed as a non-emergency 
issue. If you call during the weekend and 
it is classed as an emergency, we will aim 
to get an engineer to you for the initial call 
out within 24 hours, however, if the issue is 
classed as a non-emergency, then you will 
receive a phone call the next working day to 
book a suitable appointment.

We may ask you to join a video call 
(WhatsApp or Zoom), or send you a link to 
upload some pictures or a video to share 
with a member of our team to see if we can 
advise you of how to rectify the issue or 
obtain more information before we visit.

Emergency cover is available until 9.00pm 
(UK time) every evening, unless it’s an 
uncontrollable leak. See emergency details 
above. If you call after this time, we will 
endeavour to ensure you receive a visit from 
us the next working day.

Please be advised, when booking an 
emergency appointment with our out of 
hours team, it will be decided by our main 
office whether this will be chargeable.

If we find our operatives have been misled, 
the issue is not deemed as an emergency or 
not covered under our policy, then a call out 
fee will apply. This is a standard message 
we give to all our customers. If however, you 
have any issues regarding this statement, 
this will need to be raised with the main 
office during our working hours and not the 
out of hours team..
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USING PERSONAL INFORMATION 

We will always endeavour to handle your data in compliance 
with the General Data Protection Regulations (GDPR) and will 
store any data in a secure server. Information you provide 
may be used by us to identify you when you contact us but 
only when information is volunteered to us, to assist us with 
accounts, services and products we have provided before, 
now and in the future. We will retain your information as 
long as you are our customer, and will send you reminders 
when you have services due and information about when 
your engineer is en route. If at any time in the future you 
wish for your information to be removed from our systems, 
please ask to speak with our Data Protection Officer. 

Through CIFAS system (the UK’s fraud prevention scheme), 
we and other organisations may access information about 
you to help make decisions about credit and credit related 
services for you and other members of your household, 
and/or to check your identity to prevent money laundering, 
unless you give us other satisfactory proof 
of identity. 

We may monitor and record communications with you 
(including telephone conversations and emails) for quality 
assurance, legal, regulatory and training purposes.

See our website acwilgar.co.uk for our Privacy Policy and 
Exclusions to the A.C. Wilgar Service Club.
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