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Terms and Conditions 
 
Your Statutory Customer Rights are Not Affected 
 
Important- Please read these Terms and Conditions of Sale- we understand that these have been fully understood by you when placing an order with 
us either online, telephone or e-mail. 
 
This website is owed and operated by Rooflines Merchants Ltd 
 
Rooflines Merchants Ltd 
Head Office: 
The Square 
Basing View 
Basingstoke 
RG21  
sales@rooflnes.co.uk 
08000 28 29 39 
 
All returns via your carrier and pre-advise for the correct warehouse 
 
Privacy and your personal data 
Please ensure you have also read and agree to our Privacy Policy we will ask for your explicit permission to process your personal data, this can of 
course be withdrawn by you at any time. 
 
Consumer Terms and Conditions 
The listed Terms and Conditions shall apply to the sale and supply of its products by The Company to the entity hereby referred to as ‘The Customer’. 
Legal ownership of any goods supplied shall remain vested to ‘The Company’ until such time that full payment of any outstanding order/invoice 
monies has been received in connection with the sale. DO NOT install or unpack any product until payment is confirmed as received or full written 
permission has been given by us. 
 
Should ‘The Customer’ obtain goods prior to full order payment, ‘The Customer’ accepts that ‘The Company’ retains the right to demand and receive 
immediate settlement of outstanding monies prior to transfer of ownership, or ‘The Customer’ grants ‘The Company’ unrestricted access to reclaim 
the goods, at which point an order cancellation process shall be instigated. 
 
The saleable condition of the goods prior to any reclaim is sole responsibility of ‘The Customer’ 
 
Installation and Instructions -Important 
SELF Installation 
Please satisfy yourself that the instructions you are likely to receive are enough for you, that these are adequate for your needs and skill set. 
If these are not sufficient we highly recommend you seek a professional installer or in some areas one of our fitting teams. 
Do arrange fitters until you have received your goods and fully checked they are complete. If you do so this is at your own risk. You agree with this if 
placing an order with us online, via the phone, post or email. 
No responsibility will be held by ‘The Company’ for fitters, teams or any personnel booked prior to receipt of goods or that the goods are complete 
for any purpose. 
Please satisfy yourself that the instructions you are likely to receive are enough for your fitter. 
 
Placing an Order 
You are deemed to have placed an order with us by ordering via our online checkout process or by placing an order over the telephone or via email. 
Confirmation of your order will be sent by e-mail. We will send written confirmation via mail on request. 
 
We may not be able to accept your order; 
Where goods are not available 
If there has been a pricing or product description error 
Where we cannot obtain authorisation for your payment 
Where it is logistically impossible for us deliver the goods to that location, or where additional service fees apply. 
When we refuse an order for any other reason at our discretion. 
 
The Company shall notify The Customer should their order not be accepted an inform them of any changes and/or additional charges. 
 
Should the Customer accept any revision to their order will be accepted and processed. If declined The Company will cancel the Customers order and 
refund any monies if they have been received. 
 
Delivery 
Delivery is included in our prices for most areas of mainland UK with the Free Delivery, delivery times are based on weekdays and estimated with a 
final note to The Customer via -email on the delivery day, these times are 8-00am to 8-00pm Sundays and Bank Holidays are excluded. 
There may be extra charges for Scotland, off shore islands and some areas of England and Wales. We do not make timed deliveries. Deliveries are 
kerb-side only. Any failed or returned deliveries may result in additional charges being passed to The Customer. 
Please note that there is a holding charge of £50-00 per week for delaying delivery.   
Please be aware that occasionally deliveries can be delayed due to circumstances out of our control such as breakdowns, weather, traffic and 
controlled confinement due to restricted movement due to such a ‘Covid’. 
If you require the goods to be unloaded within an area of The Customers property, the driver will only and if safe to do so with your permission and 
neither he nor The Company can be made liable for any claims for damages. 
 
Notification of delivery will be made by email within a week of delivery. 
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The delivery will be required to be signed for. 
 
 
Any discrepancies with deliveries must be notified to Rooflines ASAP by email. 
 
We will not be held liable for any costs associated with a late or failed delivery out of our control.  
We suggest that on receipt of goods that you satisfy yourself that the order has been delivered in full prior to commencing or arranging installation. 
 
Returns Faulty Goods 
All goods supplied are newly manufactured for sale and as such are manufactured to match the specification shown within product description. 
 
If the product is damaged or broken on arrival you can return the goods damaged for the supply of a replacement, or a full refund if appropriate. It is 
imperative that if any part of your order is damaged then a photo should be taken of the product in situ of packaging. 
 
Damage should be reported immediately on delivery via EMAIL ONLY and we may request photographic evidence of the condition of the damage or 
faulty item, you should not attempt to fit or modify the product in anyway and must retain the original packaging. 
 
It is the responsibility of the Customer to retain possession and take reasonable care of the goods until they have been returned to the possession 
of; The Company or their appointed carriers. We cannot accept back for a full refund any item which has been assembled or modified in any way. 
 
If on return the product is found to be sound, complete and as described for sale, any return charge will apply and a charge applied. 
 
Reimbursement of rejected goods, less any charges defined above, will be made to the Customer as soon as possible and certainly within a period 
not exceeding 30 days from the date of return. 
 
Returns Cancelled Orders 
In line with The Consumer Contracts (Information, Cancellation and Additional Charges)  
Regulation 2013 ‘The Customer’ shall have a period of 14 working days (Monday to Saturday inc.) after the date of delivery within which time they 
may cancel their order for a product with the exception of goods that have been made to The Customers own specification. If the Customer is 
exercising their right to cancel the contract then returns must be made within 14 days. 
Cancellations should be sent by E MAIL or by registered post to ‘The Company’ office address, quoting the order reference given when the order was 
placed. 
It is the responsibility of the Customer to retain possession and take reasonable care of the goods until they have been returned to the possession 
of. The Company or their appointed carriers. We cannot accept back for a full refund any item assembled or modified in any way including the 
destruction of any packaging. The product must be returned as new and resalable as such. 
It is the responsibility of The Customer to meet all product return costs and where the Company is arranging collection The Customer will be notified 
of the return charge prior to undertaking the process. 
 
Re imbursement of cancelled orders, monies, less any charges defined above, will be made to The Customer as soon as possible and certainly within 
a period not exceeding 10 days from the date of return. 
 
Shortages & Damages 
All goods should be inspected on delivery and any shortages or damages notified to the carrier immediately and to the Company within a reasonable 
time by e-mail or in the case of large items when it is reasonably practicable. 
 
Under the new Consumer Rights Act 2015 the consumer can reject the goods and get a full refund if found to be damaged. 
 
If an item has been delivered with a damaged replaceable part we send a replacement part to you. In order to establish the nature of the damage we 
ask for evidence in the form of pictures /images. When we receive these we will make a judgement on how to proceed. A photograph should be 
taken of the product in situ. 
 
Shortages and damages should be reported by e mail to the Company. We may request photographic evidence of the condition of the damage or 
faulty item. We will also ask for the product code on the package, without this we CANNOT process a claim. 
 
Upon approved claims we will forward replacement parts, usually with 5-14 working days. 
 
The Company reserves the right to decline any requests should damage or mis-use of the product have occurred upon the Customer’s property or 
during self assembly. 
 
The Company will not be liable for any costs incurred by the Customer should they fail to inspect and satisfy themselves that the product is sound 
and complete prior to assembly or engagement of fitters. 
 
  
 
 
 
 
 
 
 
 
 
 


