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We have made every effort to ensure these Terms of Service are clear and easy to understand, so you can
fully grasp the level of coverage you’re receiving and the benefits of being a priority client of Fortress
Plumbing & Heating.

This document outlines the details of your plumbing and heating maintenance plan, including:
What is and isn’t covered under your plan
What to do if you require a callout for a breakdown or repair
Your cancellation rights
How to make a complaint

Please read all policy documentation carefully to ensure you understand your plan in full.
It is important to note that this is a maintenance plan, not an insurance policy.

Our maintenance plan provides broad coverage for the upkeep and repair of your home’s plumbing and
heating systems. It is designed to keep your systems running smoothly through regular inspections,
preventive maintenance, and necessary repairs. This proactive approach helps extend the lifespan,
performance, and efficiency of your home's plumbing and heating.

However, this plan does not cover unexpected disasters or damage caused by events such as severe
weather, flooding, fire, or explosions. These types of incidents are typically covered under a homeowner’s
insurance policy, not a maintenance agreement.

We value transparency and want you to feel confident about the services you’re receiving. These Terms of
Service have been written to give you a clear and comprehensive understanding of the plan you are enrolling
in.

FORTRESS SHIELD TERMS OF

SERVICE

Definitions
Your Cover
Payments & Renewal
Boiler Cover & Annual Service
Plumbing & Heating Repairs

Product Supply Information
Cancellation Notice
Complaints
General Contract Terms
Contact Us

WHAT IS IN THIS DOCUMENT?
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DEFINITIONS

Some words and phrases in this document have
specific meanings. The definitions below explain what
these words mean. All definitions will be capitalised
where used in the document.
• By “we”, “us”, or “our”, we mean Fortress Plumbing &
Heating, its authorised agents, and engineers.
• By “you” or “your” we mean the persons who have
the benefit of the plan.

YOUR COVER

Up to 20 callouts per year, no minimum
contract, and no exit fees for monthly
payments unless a claim has been made in the
last 3 months.
We may need to complete a visual survey at
your property before offering any of the above
levels of cover.
We reserve the right to cancel any agreement
at any time and for any reason, with or without
prior notice. Any payments made for services
not yet rendered will be refunded where
applicable.

PAYMENTS AND RENEWAL

We offer two payment options: Monthly or Annually.

Payments are collected via recurring card
payments through our Stripe payment system.

PAYMENT PLAN TERMS

Monthly or annual payment plans are available.
Payments are collected via recurring card
payment on a set date each month or year.
No additional fees for monthly payments; annual
subscriptions are slightly cheaper.
Annual subscriptions are non-refundable.

There are no exit fees for monthly
subscriptions. However, any work completed
within 3 months prior to the cancellation date
will be subject to full payment, including all
associated labour and material costs. This
ensures that all services rendered are fairly
compensated, regardless of subscription
status.

Your plan automatically renews unless
cancelled with at least 30 days’ notice.
If a payment fails or is missed, your cover is
suspended until payment is received.
Repeated failed payments may result in
cancellation of your cover.
We reserve the right to cancel any renewal at
our discretion.
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YOUR COVER

Fortress Shield is broken down into three levels of cover to choose from. These levels are
designed to match the type of plumbing and heating system installed at your property:
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DEFINITIONS

ELIGIBILITY
Boilers must have a heat input of less than 70
kW and use natural gas.
Boilers under 12 years old with no or limited
service history must be inspected by us before
cover is purchased.
Boilers over 12 years: Labour is covered, but
parts are not. A replacement boiler quote is
available on request.
Boilers deemed beyond economical repair will
not be covered. A quotation for a replacement
will be provided upon request.

FORTRESS PLUMBING & HEATING CONSIDER A
BOILER BEYOND ECONOMIC REPAIR WHEN:

Repair cost outweighs the value: Even a
minimal repair costs more than the residual
value or benefit of continued use.
Safety concerns: Structural failure, pressure
vessel damage, or erosion makes it inherently
unsafe, regardless of patch fixes.
Compliance issues: Cannot meet Gas Safe or
manufacturer’s instruction requirements.
Obsolescence: Parts are no longer available, or
the manufacturer no longer supports the unit.

We will provide a full report, including
photographic evidence, when classifying a boiler
beyond economical repair. Boilers that are over
15 years old will typically fall into this category
due to agerelated deterioration, reduced
efficiency, and the increasing unavailability of
parts. Our assessment ensures all relevant
safety, compliance, and financial factors are
considered before making this determination.

ANNUAL BOILER SERVICE

Includes full inspection, cleaning, and
performance/safety checks.
Automatic service reminders and digital
records.

WHY IT MATTERS:

Improves efficiency and safety
Reduces risk of breakdowns
Keeps manufacturers warranty valid

BOILER COVER

Fortress Shield offers comprehensive boiler cover
for peace of mind.

WHAT’S INCLUDED
Boiler Breakdown Repairs: Diagnosis and repair
of mechanical or electrical faults
Parts: Covered for boilers up to 12 years old
Annual Boiler Service: Cleaning, performance
check, and safety testing
Callouts: Up to 20 emergency callouts per year
Heating Controls: Repairs to time clocks,
thermostats, and programmer units
Hot Water Supply: Repairs affecting hot water
delivery (for combi boilers)

NOT COVERED
Sludge, scale, or blockages
Weather, fire, or flood damage
Cosmetic or external damage
Replacements due to age (typically over 15
years)
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PLUMBING & HEATING REPAIRS

STANDARD PLAN:

Repairs to gravity-fed hot water cylinders,
storage tanks, exposed pipework
Key components: radiator valves, port valves,
pumps, immersion heaters, AAVs
Exposed internal leaks
Tap, shower, and toilet repairs

PLUS+ PLAN ADDS:
Radiators, heating controls
Unvented hot water cylinder parts and repair –
expansion vessels, PRVs, combi valves, hot
water return pumps
Underfloor heating (excluding pipework)

NOT COVERED:
Boiler, cylinder or tank replacements
Concealed pipework and concealed shower
valves
White goods and smart systems
Shower Pumps

PRODUCT SUPPLY INFORMATION

Fortress Shield covers supply & replacement of
standard parts within your chosen plan. Values
below:

 Kitchen/basin taps: £60
 Radiators: £200
 Radiator valves: £25
 Circulation pumps: £160
 Electric showers: £150
 Exposed shower valves: £150
 Concealed shower parts: £80

Alternative products can be supplied upon
request. However, any additional cost beyond the
standard offering will be recharged to you via
invoice. This ensures transparency and allows you
to select products that meet your preferences
while covering any price differences.

REQUESTING A CALLOUT

Step 1: Contact us via phone, email, or website
Step 2: Schedule a visit
Step 3: Engineer attends and resolves issue

Important:
Issues must be covered under your plan
An adult must be present
Access creation requires your permission

CANCELLATION NOTICE

Minimum 30 days’ written notice
No fees unless a claim has been made within
the last 3 months
Remaining plan balance or cost of work will be
requested if a claim was made

COMPLAINTS

Email, phone, or write to us. We aim to:
Acknowledge within 5 working days
Respond fully within 10 working days
Escalate unresolved complaints as
appropriate
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GENERAL TERMS & EXCLUSIONS

Exclusion Period:
14 days from plan start or change

Property Eligibility:
Private homes only
No mobile homes or business premises

Exclusions:
Issues before start or during exclusion period
Damage due to neglect or third-party work
Internet-connected controls and systems
Flood/fire damage
Structural issues, DIY damage, or unsafe
environments

Change of Address:
Notify us immediately. A property inspection
may be required.

Multiple Issues:
One callout per reported issue; unrelated
issues require separate callouts

Guarantee:
Work and parts guaranteed for 12 months

Privacy:
GDPR compliant. Data used to manage your
plan and services

CONTACT US

Customer Service: 01483 399709
Roy Jones: 07824 339445
Dave Greenwood: 07766 690033
Email: info@fortressltd.co.uk
Website: www.fortressltd.co.uk

Weekdays: 8 am to 6 pm

CUSTOMER ACKNOWLEDGMENT

I, the undersigned, have read, understood, and agree to the Terms and Conditions of the
Fortress Plumbing & Heating Maintenance Plan.

Customer Name:

Signature:

Date:
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