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Your Cover Plan Details

OUR COVER
PLANS
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Boiler Extra £12.95

Boiler Extra

. £16.95
Central Heating

Boiler Extra
Central Heating £20.95
Plumbing
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Premium Plus £29.95

Notes
e Qur packages include repairs and replacements to heating controls, but not the resetting or reprogramming of

controls (these would require a chargeable call out)
e In the event that you boiler requires a system top-up, this will be offered at a reduced rate as part of being
an existing MK City Plumbing & Heating customer
Landlord Cover Plans (Including CP12 Certificate)
e We offer all of the above cover plans for landlords who are looking for convenience and peace of mind

for their tenants. Please call us on 01908 464075 to discuss your requirements further.

Cover Plan Minimum Period

The minimum agreement period for any of In the event that changes need to be made to
our cover plans is 12 months, this is from the your cover plan, we will write to you prior to the
date of the 1st payment taken from your agreement end date. As part of our terms and
bank account. Thereafter, your cover plan conditions we only cover boilers up to 12 years
will be reviewed every year to ensure that it old, thereafter it is at the discretion of the
meets our minimum requirements, this is business whether we wish to continue to cover
normally based upon the age, condition and the boiler. Should you wish to discuss this
availability of parts for the boiler further, please call us during office hours
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Your Cover Plan Details

WHY YOU NEED A
COVER PLAN FOR YOUR HOME

As homeowners we tend not to think about the importance
of our heating system, until a problem occurs.

Costs can vary for a boiler repair and you can expect to pay
around £150 for minor repair up to £400 for a more severe
problem, such as replacing the heat exchanger.

Here at MK City Plumbing & Heating we wanted to outline a
number of reasons why you should be considering a cover
plan for your home:

¢ Boilers can be expensive to repair
o We touched on this point above, but it's crucial to
understand that repairs can be very expensive
and a lot of the time are unplanned household
expense that can be avoided or minimised.
e Service your boiler annually to prevent problems
o Regularly servicing your boiler before or after the
winter months will prepare it for the next season,
helping it to function properly.
¢ Provides peace of mind
o When you are paying your monthly cover amount,
you are “buying” yourself the peace of mind that
comes from knowing you are covered in the
event of a boiler problem.
e (Customer savings
o In the event that you don’t have cover and need
to call out an emergency engineer, call out rates
can vary but again are never normally a planned
expense

Like with many choices within your home, the decision on
whether to arrange cover will depend on numerous factors.
Many like to have the peace of mind of having service cover

in place as it gives them the reassurances that should
problems occur, they don’t have the nasty surprise of
unplanned financial costs.
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— Your Cover Plan Details

We aim to make the process for obtaining the right service
cover for your home as easy as possible. As a business we

encourage homeowners to consider this process in spring or
EHVER PlAN early summer. This will mean that any additional requirements

can be actioned before the winter months starts.

Survey For Additional Annual Agreement
Cover Works Required Service Reviewed
—/
L ] v
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Our gas engineers will We may instruct you that Our office will make Your agreement is
come to your property and work is required on your contact with you to reviewed annually,
survey your boiler and boiler or heating system arrange a convenient time to ensure it meets our
heating system. before the cover plan to get your boiler serviced minimum requirements.

can commence. We will write to you

with any changes.

The purpose of a boiler survey will provide our P[RF””MA B”Il[”
engineer with a list of vital information on the current
health & condition of your boiler & heating system. S”Ry[y

It is important that based upon the boiler survey that
H 0,
it meets our minimum criteria for our service cover According to research over 70% of homeowners

plans. If not, we will report this back to you and offer forget when their boiler is due for a service. We
you solutions to rectify this understand that people can have busy lifestyles and it
can be easy to forget.

NEVER MISS A BOILER v o rsovs ot o

boiler serviced annually and we are here to prevent
S[RVIﬂ[ [y[ﬁ AEAIN this from happening ever again. We will contact every
year around the same period to remind you that you

boiler is due for its annual service.
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Your Cover Plan Details

YOUR ANNUAL GAS

WHAT IS INCLUDED IN YOUR BOILER SERVICE WITH MK CITY PLUMBING & HEATING

A visual inspection of the flue

Inspection and, where necessary, cleaning of the
burner, combustion chamber, any injectors and heat
exchanger

Inspection of ignition devices i.e. pilot lights and/ or
spark and flame sensing electrodes

Checking the integrity of all seals and gaskets

Ensure that any condensate traps and drains are free
from debris

Testing the appliance in accordance with the

manufacturers instruction to ensure:

¢ The heat input and/or operating pressure are
correct

e The effectiveness of the flue

e That all ventilation requirements are to current
standards

e The correct operation of all safety devices and
that the boiler is safe for continuous use

A final combustion analysis and measurement against
tolerances set by the manufacturers instructions
A test of all disturbed gas connections

Carry out functional testing of heating and hot water

A visual inspection of any other encountered gas
appliances

Written notification of any gas safety defects which
may affect the safe operation of your appliances

An assessment of your current heating controls and
best practice advice regarding energy efficiency

Heating controls and best practice advice regarding
energy efficiency

The servicing of a system filter (if there is already one
in place). We will however not repair or replace a
system filter.

WHAT IS NOT INCLUDED IN YOUR BOILER SERVICE WITH MK CITY PLUMBING & HEATING

x Any maintenance or remedial work that is not part of x A test of the gas installation pipe work, unless there is
the boiler service a known or suspected escape of gas
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Your Cover Plan Details

OUR SUPPORT

SERVICES DETAILS

Our Contact Details

In order to ensure that your boiler is continues to work properly at
optimum performance. You have access to our office support team
who are available to help. You can reach them on 01908 464075,
during the hours of 9am - 5pm (Monday - Friday)

It is also recommend that you look at both our website and social
media channels as we sometimes provide key information to common
problems during the winter months.

Your Annual Service

Every year one of our customer support team from MK City Plumbing
& Heating, will contact you to arrange for an engineer to visit your
home to ensure that your boiler is working efficiently.

This is essential to ensure that your boiler continues to perform at its
optimum level. It is also paramount as it will continue to validate your
manufacturer’s warranty.

Our service engineer can also be of assistance in explaining how to
use your boiler correctly and using controls. Thereafter, future
servicing will be arranged around this same period every year. We will
of course work around your availability, but servicing is mainly done
during the 8am - 6pm Monday to Friday. Please note where possible,
annual service visits will be scheduled for the summer months

Your Safety Is Our Highest Priority

Here at MK City Plumbing & Heating we have an crucial role, that is
the safety of our customers. On the occasion that our service
engineer finds that your boiler is unsafe (and, if relevant, it cannot be
immediately repaired) theyll label it with a warning notice and it must
not be used again until the fault has been corrected. This is
extremely important for the safety of those at the property.

Remote Support

As one of our service cover customers, you will receive the additional
benefit of 'remote support’. Therefore, in the event that you
encounter a problem, we may try to resolve the problem remotely.

This involves a representative from our experienced support team
talking you through a step by step guide to resolve the fault. however
if we are unable to resolve the problem, we will schedule an onsite
visit for one of our gas engineers to get your boiler working correctly
again.

'

Home Service Visit

Where an onsite visit is approved, we will organise a gas service
engineer visit. During normal working hours which are 8am to 6pm
(except on public holidays) Monday to Friday on a date agreed with
yourself prior to the appointment.

We will require access to all relevant areas and our service engineers
must be working in a safe environment. In case of an emergency our
on call engineers will attend your property in the evening and during
weekends.

Our engineers will identify themselves as 'gas safe engineers’ and will
have their relevant gas safe card available for inspection if required
by the homeowner.

Landlord (CP 12 Certificate)

Our agreement is with the landlord, and therefore all communication
will be with the landlord and not the tenant. Once the annual service
has been completed, then the CP12 will be issued to the address of
the landlord, unless we are instructed otherwise.

In the event that additional work is required, then authorisation will
requested directly with the landlord.
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The Process For Complaints

We are here to serve our customers with the best service and
support possible. But, in the event that you are dissatisfied with
a particular area then in the first instance contact our support
team who will escalate this matter to our senior management
team.

You can expect a reply with 3 - 5 days once we have had the
opportunity to fully investigate the complaint. You can also email
your complaint to operations@mkcph.co.uk or write to us at MK
City Plumbing & Heating, 5 Darin Court, Crownhill, Milton Keynes,
Buckinghamshire, MK8 OAD

In either case if you are not satisfied with how we respond you
can then ask the Consumer Ombudsman to review your case.
They can be contacted at: Consumer Ombudsman, PO Box 1263,
Warrington, WA4 9RE.

Or by email at: atcomplaints@consumer-ombudsman.org You
should only refer a case to the Consumer Ombudsman after you
have received a final decision on your complaint from us.

Your Cover Plan Details

STANDARD TERMS FOR
ALL OUR COVER PLANS

Your Requirements As A Service Cover Plan Customer

e All information provided must be honest, true, factual and not
misleading throughout the cover agreement

e Your boiler must have been installed, maintained and used in
accordance with the manufacturers instructions.

o |f your boiler breaks down or malfunctions, you must take
reasonable steps to limit damage, e.g. stop using it if this is likely
to cause further damage.

e You must ensure that monthly amounts are paid on time and when
due, continuous bounced payments will result in your plan being
terminated.

e |t is your responsibility to ensure that someone must be at your
home when our engineer arrives and this person need to be 18+
years old. In the event that our service engineer is not able to
carry out the annual service or onsite visit because no one is
home, you may be charged our standard call out fee.

If You Move Property

As soon as you know that you are leaving your existing property,
please let us know as we will need to update our records. We will
contact the new homeowners at a later stage.

You may want us to carry on your service cover plan at your new
property and we would be happy to arrange a home survey before we
agree the relevant cover plan for your new property.

How To Cancel

In the event that you want to cancel your existing cover plan, please
call our office on 01908 464075 (Monday to Friday 9am - 5pm) and
we will talk you through the process.

In addition, you can email us at operations@mkcph.co.uk and we will
reply with confirmation of your cancellation.

Please inform your bank to cancel your Direct Debit (or standing
order) Instruction, but do not contact us first, we will not immediately
cancel your plan. If you do wish to cancel, please contact us directly
to avoid any communications regarding outstanding payments.
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Your Cover Plan Details

What's covered in your plan:

¢ Boiler efficiency check
e Annual boiler service
o Assistance with boiler controls (during annual boiler service)

What's not covered in your plan:

e 365 call out

* Boilers with an age of over 12 years (It will be the discretion of MK City Plumbing
& Heating) and or beyond economical repair

e Removing sludge or hard water scale from the boiler or heating system

e Damage caused by you or other persons

e Cosmetic damage that affects the appearance but not the function

e Consequential loss & normal insured risks

e The cost of repairs caused by freezing, subsidence, structural repairs, explosion,
fire, lightening, accident, flood or storm

e The cost of damage caused by the utility companies, e.g. Gas, Electricity or water

e Improvement works needed to bring the boiler or system to current standards

o Re-setting of controls, including clock, thermostats and wireless devices (unless
done at the time of annual service)

e Any central heating works

e Any plumbing works

What's covered in your plan:

* Boiler efficiency check

e Annual boiler service

e 365 call out

e Boiler repairs including labour & parts

e Assistance with boiler controls (during annual boiler service)

What's not covered in your plan:

e Boilers with an age of over 12 years (It will be the discretion of MK City Plumbing
& Heating) and or beyond economical repair

e Removing sludge or hard water scale from the boiler or heating system

e Damage caused by you or other persons

e Cosmetic damage that affects the appearance but not the function

e (Consequential loss & normal insured risks

e The cost of repairs caused by freezing, subsidence, structural repairs, explosion,
fire, lightening, accident, flood or storm

e The cost of damage caused by the utility companies, e.g. Gas, Electricity or water

e Improvement works needed to bring the boiler or system to current standards

e Re-setting of controls, including clock, thermostats and wireless devices (unless
done at the time of annual service)

e Any central heating works

e Any plumbing works
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Your Cover Plan Details

COVER PLAN - BOILER EXTRA
CENTRAL HEATING (£16.95 PER MONTH)

What'’s covered in your plan:

e Boiler efficiency check

¢ Annual boiler service

e 365 call out

e Boiler repairs including labour & parts

e Assistance with boiler controls (during annual boiler service)

e Central Heating System, Inc. Pump, Radiator valves, Pipework & Control valves
e Standard Time clocks, Programmers, Room thermostats

e Repairs to gas pipework after the meter up to boiler

e Repairs only to hot water cylinders and immersion heaters

What's not covered in your plan:

e Boilers with an age of over 12 years (It will be the discretion of MK City Plumbing
& Heating) and or beyond economical repair

e |nternet based controls i.e. Wave, Nest etc

e Removing sludge or hard water scale from the boiler or heating system -
Repairing or replacing parts of your central heating system and controls that are
specifically designed for piped underfloor heating

e The cost of repairs needed due to design faults unless it is a MK City Plumbing &
Heating error or mistake

e Damage caused by you, other persons or third party

e Cosmetic damage that affects the appearance but not the function

e Consequential loss

e Normal insured risks

e The cost of repairs caused by freezing, central heating & plumbing cover),
subsidence, structural repairs, explosion, fire, lightening, accident, flood or storm

e The cost of damage caused by the utility companies, e.g., Gas, Electricity or
Water

¢ Improvement works needed to bring the boiler or system to current standards

e Replacing or repairing decorative or other parts which do not affect how the
system works

e Re-setting of controls, including clock, thermostats and wireless devices (unless
done at the time of annual service)

e Removing asbestos associated with repairing the appliance or system

¢ Repairing any damage or redecoration due to system alteration

e Repairing or replacing any lead or steel pipes

e Replacement of hot water cylinder and radiators

e Any plumbing works
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Your Cover Plan Details

What's covered in your plan:

e Boiler efficiency check

e Annual boiler service

e 365 call out

e Boiler repairs including labour & parts

e Assistance with boiler controls (during annual boiler service)
e Central Heating System, Inc. Pump, Radiator valves, Pipework & Control valves
e Standard Time clocks, Programmers, Room thermostats

e Repairs to gas pipework after the meter up to boiler

e Repairs only to hot water cylinders and immersion heaters

e Hot and cold water pipes from the internal mains stopcock
e Replacing washers in taps

e Cold water storage tank

e Leaking over flow pipes

e Standard ball valves and toilet syphon

e Pipes that have burst as a result of cold weather

e Waste pipes from sinks and baths

e Pipework to the shower

What's not covered in your plan:

e All 'not covered' items listed in 'Boiler Extra & Boiler Extra Central heating
service cover plans

* Boilers with an age of over 12 years (It will be the discretion of MK City Plumbing
& Heating) and or beyond economical repair

e Replacing taps / cartridges

e Replacing showers / cartridges

e Electric showers

e Repairing or replacing the mains cold water stopcock, water softeners, shower
pumps and mixer valves, combined overflow and pop up waste mechanism,
booster pumps, water filters, swimming pools, decorative garden features,
rainwater pipes and guttering, macerators and electrical units for toilets

e Repairing or unblocking drains

e Shower heads or shower controls

e Cosmetic damage that affects the appearance but not the function
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Your Cover Plan Details

COVER PLAN - PREMIUM PLUS (£29.95 PER MONTH)

What's covered in your plan:

e Boiler efficiency check

¢ Annual boiler service

e 365 call out

e Boiler repairs including labour & parts

o Assistance with boiler controls (during annual boiler service)

e Central Heating System, Inc. Pump, Radiator valves, Pipework & Control valves
e Standard Time clocks, Programmers, Room thermostats

e Repairs to gas pipework after the meter up to boiler

e Repairs only to hot water cylinders and immersion heaters

What is 'Beyond Economical Repair’

e Qur engineer can decide that your boiler is beyond economical repair, and you
will be eligible for a like for like new energy efficient boiler if:
o a) the boiler has been serviced every year by MK City Plumbing & Heating
since it was installed;
o b) the age of the boiler is no more than 7 years old;
o ) there has been no breach on information provided

What's not covered in your plan:

e All'not covered' items listed in 'Boiler Extra & 'Boiler Extra Central Heating’ &
'Boiler Extra Central Heating & Plumbing’ service cover plans

* Boilers with an age of over 12 years (It will be the discretion of MK City Plumbing
& Heating) and or beyond economical repair

e |Internet based controls i.e. Wave, Nest etc

e Removing sludge or hard water scale from the boiler or heating system -
Repairing or replacing parts of your central heating system and controls that are
specifically designed for piped underfloor heating

e The cost of repairs needed due to design faults unless it is a MK City Plumbing &
Heating error or mistake

e Damage caused by you, other persons or third party

e Cosmetic damage that affects the appearance but not the function

e Consequential loss

e Normal insured risks

e The cost of repairs caused by freezing, central heating & plumbing cover),
subsidence, structural repairs, explosion, fire, lightening, accident, flood or storm

e The cost of damage caused by the utility companies, e.g., Gas, Electricity or
Water

e Improvement works needed to bring the boiler or system to current standards

e Replacing or repairing decorative or other parts which do not affect how the
system works

» Re-setting of controls, including clock, thermostats and wireless devices (unless
done at the time of annual service)

¢ Removing asbestos associated with repairing the appliance or system

e Repairing any damage or redecoration due to system alteration

e Repairing or replacing any lead or steel pipes

¢ Replacement of hot water cylinder and radiators
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Your Cover Plan Details

Working in your home during COVID-19

It is completely natural to have concerns when our engineers are working in your home. Whether it's a boiler
breakdown, broken tap or new bathroom. Whatever the job we are doing in your home, rest assured that MK City
Plumbing & Heating have the safety of both our engineers and customers as the highest priority.

Our COVID-19 protocol Prior to our arrival

, _ We will communicate with your
Before we start any work in your home, we will do

ek . oty for all household prior to and on arrival, to
? rlsl a;sessment to maximise safety for a ensure that you understand the social
involved.

distancing and hygiene measures that
should be followed once work has

Throughout our engineers will adhere commenced.
to strict social distancing

We may ask you to

Our engineers have éll the appropriate PPE and will open internal doors ( [ )
be worn at all times in your home to avoid our [
engineers touching we .
We will wash our hands using our own hand doors & surfaces -

wash, soap & sanitiser

We are here to answer any questions or

Frequent cleaning of objects and surfaces that are concerns that you may have in relation to
touched regularly, using our usual cleaning products. our engineers working in your home.

If we need to , Pleasekeepus
talk... 5. informed...
o
B 1 If any of your household develops any
This should be done outside your home with social symptoms in relation to COVID-19 you
distancing. We are here to help, so please don’t must inform us right away.

feel that you cannot ask us any questions or raise ]

any concerns. Our contact details will be provided before

AN
N - we commence any work.

SOURCE: WORKING SAFELY DURING CORONAVIRUS
(COVID-19) IN OTHER PEOPLE'S HOMES
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07 Your Cover Plan Details

OUR
OTHER SERVICES

Whether you are looking to give an existing bathroom a
new lease of life, or wanting to create a new bathroom

o o sotroom nataton operte. - OUR OTHER SERVICES
FINANL'[PA”,{AE[SA VAI[AB[[ Full bathroom installation services

We have a number of different finance packages available, Gas safety certificates
so please ask for further details.

Gas safety certificates
As bathrooms are normally changed every 8 - 12 years, it's
paramount that you take your time and don’t rush. It can Underfloor heating
be far more cost effective to ensure that you have
planned your bathroom properly, than having to re-design Radiator installation
and rectify problems after your bathroom installation.

All other plumbing & heating requirements
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GET YOUR NEW ENERGY EFFICIENT REPLACEMENT BOILER WITH OUR
AFFORDABLE MONTHLY PAYMENT PLAN

FINANCE OPTIONS AVAILABLE

Example Plan Monthly Repayments
| |
Amount Deposit 5YR VAL

£1,000 £250 £21 £17
£1,500 £250 £32 £25
£2,000 £250 £42 £33

£2,500 £250 £53 £41

Other amounts and repayment periods are available upon request. Typical APR is 9.9%
and approval is based upon a credit check direct with the lender.

For further details, please contact us on 01908 464075
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