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Returns Policy - Underfloor Heating
Returns / Exchange 
If you wish to return a product, please contact our Customer Service team. We suggest having your postcode/order 
number at hand before contacting our Customer Service team. 

Our Guarantee 
We offer a 14-day return/exchange on all our products subject to the item being returned to Towelrads. When returning 
an item, it must be in the original condition, unused and packed in the original packaging and with the included 
accessories. This includes, but is not limited to, wall mounts, screws, brackets and instructions. Items must be in 
resellable condition. You will receive a refund within 14 days of Towelrads receiving and inspecting the returned items. 

To arrange a return/exchange you should contact our Customer Service team with the following information: 
• The item you wish to be collected
• The reason for the collection
• The collection address including postcode
• Towelrads invoice number
• Towelrads order number

Please note for goods which are no longer required, there will be a collection charge which is non-negotiable. 

Damaged products 
We offer up to 3 working days from delivery date for the damaged item to be reported. To make a report, please contact 
our Customer Service team via email or phone. 

Our Customer Service team will need image proof of the damaged product and any damaged packaging, please send this 
via email. 

PLEASE BE AWARE IF AN ITEM IS DAMAGED ON ARRIVAL AND HAS THEN BEEN INSTALLED, NO CREDIT OR 
REPLACEMENT IS VALID. 

Faulty products 
If an item is or has become faulty before the guarantee has expired, please contact our Customer Service team. 

Towelrads may collect the damaged/faulty product depending on the condition of the item, please ask our Customer 
Service Advisor for more information regarding this. 

Missing goods 
If your order is not delivered or has been delivered incomplete or with missing items upon arrival, please contact our 
Customer Service department via phone or email.  Please be aware all missing items need to be reported within 7 days of 
expected delivery. 

Scheduled Delivery Dates 
To arrange a scheduled delivery or call off, please contact our Customer Service team via email or phone. For any other 
queries please contact us. Email us on cs@towelrads.com  or Call us on 01628 625 376 

Towelrads are entitled to change their policy at any given time without notice. 

Complaints Policy & Procedure
Towelrads.com LTD are committed to providing high quality products and services to all our customers.

Goods & Services
To raise a complaint with Towelrads, we require this to be sent through in writing to CS@towelrads.com. When received we 
can begin the formal investigation process. Please be advised, that depending on the nature of the complaint it may take up to 5 
working days to respond. During this time, you may be contacted for additional information. 

Product Complaint 
If you wish to raise a formal complaint for a faulty / defective product we will require the following information before we can start 
our investigation: 

• Close up image of the fault on the product. 
• Full size image of the product.
• Original purchase order details.
• Date of delivery. 

Once we have received this information, we can begin the investigation. Usually, if a product is defective, and it falls within it 
warranty period, then we can replace this free of charge. However, there may be instances where the fault is down to customer 
aftercare and if this is the case, the product will not be replaced. During the investigation process for defective products, we may 
forward your images/ videos to our manufacturer for confirmation, and if we do this, then we may require additional images from 
the customer before we can proceed. 

Delivery Complaint
Complaints being made regarding the delivery service should include the following before we can begin to investigate:  

• Order number and delivery address.
• Items expected to be delivered. 
• Nature of the complaint (ie missing goods, damaged goods, driver misconduct etc) 
• If goods have been damaged, please send images of the damage. 

Once we have received this information, we can begin the investigation. If your complaint is regarding a lost / damaged item, we 
must be informed of 3 working days of delivery. If a damaged item is reported to us outside the 3 working days, then unfortunately 
we will be unable to replace (refer to Towelrads Policy).  If your complaint relates to any part of the delivery process, then we will pass 
this through to the relevant third-party couriers to speak to the driver in question. After this has been done, we will then come back to 
you with a conclusion of the investigation. 

What happens next? 
After a full investigation has been concluded, we will then respond back directly with the outcome. We hope to resolve any 
complaints as quickly and effectively as possible, however if you are not satisfied with the outcome of the investigation, we would 
require you to respond to our report. Upon receipt of this, we can then reopen the investigation and pass it through to higher 
management to investigate further. 


