
PRODUCT GUARANTEE

TERMS & CONDITIONS

GRABEX.CO.UK



TERMS & CONDITIONS OF GUARANTEES (“Terms”)

This Guarantee is given by Grabex Windows Limited
registered in England under company no 6322670, whose
registered office is Grabex Business Centre, Murray Road,
Orpington, BR5 3QY (“Grabex” “Our” “Us” “We”) to the Original
Purchaser - a person/company who signed the contract with us
(“Customer” “You”) in respect of Grabex windows and/or doors
(“Goods”) installed in the property named in the contract and is
subject to all provisions set out herein. The meaning of some
terms used in this contract:
“Property” - a single family domestic property within a Normal
Environment where the Goods are originally installed;
“Normal Environment” - a location that is more than 5000
metres from the sea, including estuaries and tidal rivers, and
not within a saltwater or chemical swimming pool environment
“Guarantee Holder” - a person or a company whose name is
on the guarantee certificate;
“Installation Date” - the first day of the installation when the risk
in Goods passes to a Customer; in the event the installation
services are agreed in Contract to be conducted in stages,
guarantee certificate will be issued for each stage of the
installation and the first day of the installation stage is deemed
to be an installation date for this stage.

1. What the Guarantee Covers
1.1. Grabex guarantees that all Goods installed at the Property
shall be free from defects in materials and workmanship in
accordance with the following terms, starting from the
Installation Date:

a. Aluminium profile: guaranteed for 10 years against
distortion, joint failure and factory applied powder
coating for 10 years against fading or corrosion within a
normal environment; Please note: the 10 year powder
coating guarantee covers full and consistent coverage
on significant surfaces and aluminium substrate. The
thermal break is made from polyamide and will not
induce complete coverage.

b. Timber Goods: factory finished timber profiles
guaranteed for 10 years against rot, fungal and decay
and manufacturing or material defects, up to 10 years
against defects in factory applied paint finish and up to
6 years for stain coating providing coating maintenance
instructions are followed (see Annex 1 and timber
homeowner’s manual for detailed terms of timber
coating guarantees). Oil finish requires regular
application therefore it is not covered under this
Guarantee.

c. UPVC and Composite Goods: guaranteed for 10
years against frame discolouration, warping or splits;

d. Ironmongery: guaranteed for 10 years against
defective factory fitted ironmongery. All window and
door elements which are designed to be opened,
closed and locked have to be operated at least once a
month to avoid damage through inoperative wear and
tear (especially corrosion and stiffness).

e. Sealed Glass Unit: guaranteed for 5 years against
failure of the sealed glass unit including condensation
inside of the unit.

f. Electrical components: Grabex supplied electrical
components or accessories are guaranteed for 1 year.
Manufacturer’s conditions might apply.

g. In-Between Blinds are guaranteed against defects for
a period of 5 years. Manufacturer’s conditions might
apply.

h. Glass Balustrades and Juliette Balconies are
guaranteed for 1 year, to be free from manufacturing
defects, including material discolouration, delamination
caused by workmanship or defects in materials. This
Guarantee does not cover glass breakage, product
defects due to improper use or handling or other abuse.
Detailed conditions are available on request.

1.2. Subject to the exclusions and limitations stated in this
terms, in the event of said defect, providing you follow the
claims process, and give us a reasonable opportunity to
examine such Goods, we shall at our sole discretion, repair,
replace, or re-perform defective Goods, its parts and/or
Services within a reasonable time of being notified by the
Customer of the defect, or issue a refund for the cost of the
defect.

1.3. Replacement parts provided will be the closest equivalent
available. If the original Goods are no longer in production
when a valid guarantee claim is made we shall be entitled to
provide similar Goods or appropriate refund at our discretion.
All replaced Goods shall be guaranteed for the unexpired
period of the guarantee.

1.4. Guarantee covers the supply of replacement Goods or
parts throughout the entire guarantee period and the cost of
labour associated with repair or replacement of defective
Goods for the first 3 years from the installation date. We
reserve the right to charge a standard Service Engineer visit
fee after the first 3 years of the Guarantee period. Simple
works or repairs as determined by Grabex required under the
guarantee might be carried out by the Guarantee Holder.
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1.5. All Supply Only orders are guaranteed for 1 year only from
the date of collection from our premises or delivery by our
driver. Grabex reserves the right to assess, at their sole
discretion, whether the Goods were installed and/or stored
correctly and according to Grabex instructions when assessing
the claim. All delivered/collected Goods are to be examined
thoroughly upon receipt/collection. Faults of any kind must be
reported within 48 hours in writing with accompanying
photographs of the issue. Claims after this period are subject
to our discretion and may not be covered under Guarantee.

1.6. All other Goods/parts supplied by third parties are covered
by manufacturer’s guarantees. We will pass on the benefits of
manufacturer’s guarantees where possible.

1.7. Any work carried out by us which is not covered by the
guarantee will be charged for.

1.8. We reserve the right to revise those Terms at our sole
discretion.

1.9. For the avoidance of the doubt, these Terms apply to
Goods installed in residential properties only. Commercial
installations are subject to separate arrangements.

2. General Conditions

2.1. Guarantee documents will only be issued to our Customer
unless the Customer notifies us, when entering into a contract,
of a different name of the Guarantee Holder, or other
arrangements are made in writing when signing a contract.
Guarantee documents will be emailed to you (should you
require a paper copy please let us know).

2.2. Where the order is placed by a builder, architect or any
other third party acting as an agent for the Property Owner,
unless we are provided with the evidence of the agent's
authority to contract on behalf of the Property Owner, we shall
assume that the person who enters into the Contract is the
Customer. As our Customer you shall be responsible for
handing over the care and maintenance instructions received
upon delivery and guarantee transfer instructions, to the
Property Owner. Failure to hand over instructions will represent
a material breach of the contract.

2.3. After the installation date guarantee transfer process
needs to be followed in order to change the name of the
Guarantee Holder, unless other written arrangements had
been made at the point of contract, for example if you are a
builder, architect or other party who build / renovated the
Property with the intention to sell, you need to notify us when
entering into a contract in order to make necessary Guarantee
transfer arrangements for the future Property Owner. In case of
such arrangements we will provide you upon delivery with the

care and maintenance instructions and the guarantee transfer
instructions, ready to be handed over to the Property Owner.
You shall be responsible for handing over those instructions to
the Property Owner and making sure the Property Owner is
aware that a guarantee transfer form must be completed and
returned to us together with the administration fee for
guarantee transfer (unless other fee arrangements have been
made in Contract).

2.4. All Guarantees are subject to following our care,
maintenance and operations instructions provided orally or in
writing upon delivery and/or installation and which are
available on our website and in homeowner’s manuals specific
to particular types of Goods at grabex.co.uk/maintenance.

2.5. Guarantee rights do not transfer automatically to the new
Property Owner. For the avoidance of doubt this Guarantee is
available only to the Original Purchaser of the Goods (the
Customer) should the Goods change hands, unless Guarantee
transfer process described in section 5 was followed.

2.6. In no circumstances we shall be liable under this
Guarantee for any defects in Goods if we reasonably consider,
judged at our sole discretion, that defects have arisen due to
failure to maintain or operate Goods in accordance with our
operations and maintenance instructions. In such
circumstances we reserve the right to charge you a call out fee
and the cost of repair or required replacement Goods or parts.

2.7. We shall be under no liability for emergency service call
visits and we do not cover the cost of third parties called to
attend to such services. Any alterations made to our Goods by
third parties may invalidate the Guarantee if made without prior
written notification to us. You should seek advice from us
before attempting to attach devices or fittings (such as a home
alarm) onto or around installed Goods.

2.8. Guarantee does not cover the cost of the supply of any
hoist, scaffolding or lifting equipment to carry out the required
works.

2.9. Grabex will not be responsible or liable for any form of
decoration or making good associated with repair or
replacement of the Goods, and any remedial works, except
where damage or the need for decoration or making good is
caused by Grabex negligence during the course of such repair
or replacement.

2.10. We do not guarantee that any product supplied will
precisely conform to any sales literature, photographs, or
display samples, which are used for illustration purposes only.
In particular we can not guarantee that there will be no
variation in the grain and colour of the individual sections of
timber Goods and that they will match any samples shown, as
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timber is a natural product and the variation in grain and colour
occurs.

2.11. Goods installed Close to a Marine Environment, where
Close to a Marine Environment is defined as installed:

a. within 3 miles of the sea according to an ordnance
survey map; or

b. in a room with an indoor swimming pool,
are covered by a 1 year Guarantee only.

2.12. It is your responsibility to ensure that any subsequent
building works are completed in such a way that we can gain
access to carry out any necessary remedial works. In the event
that we can only carry out the remedial works with the use of
additional equipment, it is your responsibility to provide that
equipment at no cost to ourselves.

2.13. Hi-Finity doors are subject to a chargeable annual on-site
inspection of motorised sliding elements. An annual service
report has to be filled and filed with Grabex and Guarantee
Holder in order to be checked in case of failure of the motor
drive. A visit is chargeable at the minimum of 250+VAT, subject
to a number of the inspected elements, and the payment has
to be paid in cleared funds prior to appointment taking place.
Prices are subject to change and will be informed at the time of
booking the visit. Guarantee holders are responsible for
booking the inspection visits in accordance with the Hi Finity
maintenance schedule. Failure to comply with the maintenance
schedule might invalidate Hi Finity guarantee.

3. Guarantee Exclusions and Limitations
3.1. Excluded from this Guarantee are:

a. any Goods and/or Services  which have not been paid
for in full (including any interest owing);

b. defects that have arisen (judged at our sole discretion)
due to failure to maintain or operate Goods in
accordance with our written or oral operations and
maintenance instructions, instructions regarding
storage, including any specific guidance given in
relation to the maintenance of Goods installed in a
Hazardous Environment;

c. defects or damage which is a result of improper use,
accident, mechanical (handle pulled/pushed by force
etc) or wilful damage, abnormal working conditions,
negligence, change of appearance of surfaces as a
result of dirt buildup, as well as altered and/or
disassembled components;

d. minor imperfections and normal cosmetic deterioration
caused by wear and tear, or environmental factors,
including cosmetic deterioration of handles, letter
plates, discolouration or corrosion of ironmongery
caused by harsh climatic conditions, inadequate
cleaning or the use of inappropriate cleaning agents
and wear and tear in other fittings on ancillary Goods

used for finishing such as cement/ mortar/ silicone/
architraves;

e. any minor imperfections and scratches in the glass
which are within the accepted tolerances of the Glass
and Glazing Federation or within the scope of the visual
quality standards of the glass supplier;

f. any shattering, cracking, breakage, including
spontaneous glass breakage, or other damage to glass,
howsoever caused including glass breakage due to
nickel sulphide inclusions (NiS), unless reported within
24h from fitting;

g. any markings that occurs on the inner surfaces of the
glass unit caused by the operation of blinds;

h. internal condensation caused by excess moisture in the
domestic environment, nor external condensation which
can occur in certain climatic conditions in spring or
autumn;

i. damage that occurred from the excessive cleaning
processes or hosing down of Goods;

j. any minor imperfections in any powder coated or
anodised finish that complies to current European
Standards for quality and visual appearances;

k. the exudation of resin and extractive staining around
the knots;

l. any faults, defects, adjustments caused by subsidence,
settlement or lintel deflection after installation;

m. Goods used in the swimming pool areas without correct
paint coating;

n. defects arising as a result of Grabex following any
drawing, design or specification supplied by you, or
installation of specialist items, including hardware
supplied by you;

o. any failure caused by walking on a unit that is not
specified as ‘walk on glass’;

p. damage caused by any works carried out by others
associated with this installation or to those parts of this
installation affected by works by others (other than
Grabex employees and subcontractors);

q. specialist items installed, for example electrical
ventilators, electrical locks, batteries etc, where the
manufacturer’s normal guarantees shall apply;

r. corrosion due to environmental impacts, such as
installing window and door elements close to the sea
(salt in the atmosphere), close to roads with gritting or
in an atmosphere polluted with heavy industry
pollutants;

s. defects arising as a result of fire, explosion, flood,
lightning, extreme, abnormal or adverse weather
conditions, acts of God, terrorism, vandalism, civil
disturbance, criminal acts, acts of war or any other
external influences or any reason outside of Grabex
reasonable control;

t. Goods not supplied and fitted by Grabex;
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3.2. This Guarantee is rendered invalid if:
a. the Goods or their part is painted, coated, adjusted,

repaired or modified in any way by you (without Grabex
prior written consent);

b. the Goods show evidence of impact, mishandling or
tampering, unnatural chemical corrosion or use contrary
to its intended purpose;

c. any work or replacement is requested and there has
been a fraudulent representation of the facts to Grabex;

d. if Grabex was not notified at the time of purchase that
the Goods were going to be installed in a Hazardous
Environment; or

e. Goods have been removed from the original property.

3.3. Timber Goods should not be stored or fitted in the building
until the wet trades are finished and the building has dried out.
Adequate ventilation has to be provided and the heating
system should be in place at the time of installation of timber
Goods. Failure to ensure proper conditions in line with our
instructions will invalidate this Guarantee.

3.4. Timber is organic and moves (a slight swelling and
shrinking), particularly when exposed to the elements or
changing temperatures, so you can expect your front door to
be slightly looser in hot, dry weather and slightly tighter in cold,
wet weather. This is a natural process and is not covered by
the Guarantee.

3.5. Timber Goods are not guaranteed where dry sandblasting
occurs in coastal locations.

3.6.  If your Goods include bi-folding doors, sliding doors
and/or opening vents, it is vital that the tracks and all areas
when the products are open are kept clean of stones, dirt, dust
or any other foreign objects to ensure your product continues
to operate as designed. Any repairs and replacement parts
that are required, and will be identified upon inspection as a
failure to follow those instructions, are not covered under your
Guarantee and will be chargeable for both parts and labour.

3.7. Any Goods purchased as factory seconds, clearance,
eBay, ex-display stock or warehouse damaged are sold as
seen, do not carry a guarantee and are not returnable or
refundable.

4. Sealed Glass Units
4.1. Grabex guarantees that the glass will comply with the
Glass and Glazing Federation’s visual quality standards
(available on request). Glass units are a raw material and they
go through many processes, are manmade and may have
minor imperfections within (e.g. scratches, blemishes or flaws).
Any defect in the glass area will be examined and inspected in
accordance with common double glazing standards, as per
GGF and glass supplier’s guidance.

4.2. Grabex Guarantee does not apply to minor imperfections
within the glass or variation inherent in the glass-making
process and of any coloured interference bands (sometimes
known as "brewster's fringes") occasionally seen in glass and
outside the scope of the visual quality standards of the glass
supplier. We will only replace damaged units that fall outside of
the Glass and Glazing Federation (GGF) industry set
standards.

4.3. Grabex guarantees that seals on insulated double glazed
units will be free from failure resulting in penetration of
moisture into the air space and appearance of moisture on the
glass inside the airspace for a period of 5 years from the
installation date. We reserve the right to supply a whole sash
as an alternative to supplying glass for re-glazing on site.

4.4. The glass pane will not be covered by Guarantee where it
has been exposed to any processing after delivery, e.g.
grinding, sand blasting, etching, painting, sticking on, or any
other surface treatment.
4.5. When replacing glass units under guarantee we will do so
on a like for like basis. If an exact replacement is no longer
available, we reserve the right to supply the nearest equivalent
available, judged at our discretion.

4.6. No other glass defect or phenomena is covered by this
Guarantee.

4.7. The final decision as to any unit seal failure shall rest with
Grabex.

5. Guarantee Transfer
5.1. Guarantee rights do not transfer automatically to the new
Property Owner. The guarantee transfer process must be
followed and the administration fee of £150+VAT (or £75+VAT
if guarantee is transferred within the first year from the
installation date) has to be paid in order to transfer the
guarantee rights for the unexpired period of the Guarantee
onto a new Property Owner. If the process is not followed
when Property changes hands the new Property Owner shall
have no rights to enforce any terms of this Guarantee.

5.2. Should the Customer sell the property during the period of
this Guarantee, the Customer must inform the new Property
Owner about the guarantee transfer process. The new
Property Owner must notify us within three months from the
sale of the Property providing the proof of the ownership and
paying the administration fee.

5.3. All Guarantee transfers might be subject to a site
inspection in order to evaluate the condition of the installation
and whether the Goods had been maintained properly.
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5.4. Guarantee transfer fees apply to any alteration or changes
requested to be made to the already registered Guarantees.

6. Claims Process
6.1. A Guarantee claim must be made as soon as reasonably
possible and no longer than within 7-days after the defect
becomes apparent. The claim has to be made by the person
whose name is on the Guarantee.

6.2. To make a claim under this Guarantee, please log your
request via our website at grabex.co.uk/service-appointment
stating your job number, contact details, description of the
issue and attach photographs of the defect. We might ask you
for a proof of ownership (copy of the Grabex invoice) and your
Guarantee. Alternatively you can write to Grabex Windows
Limited, Grabex Business Centre, Murray Road, Orpington,
BR5 3QY, or email aftercare@grabex.co.uk providing all
required information.

6.3. If all required information is not provided in full we might
not be able to begin the claim investigation which can delay
the start of any repair/replacement works and/or result in your
claim being rejected.
6.4. Due to data protection we cannot discuss or disclose any
details of the order to third parties, nor pass the benefits of this
Guarantee onto any third party. All service visits shall be
carried out at the request of our Customer or the Guarantee
Holder only. The Property Owner, who is not our Customer nor
the Guarantee Holder will have to contact the Guarantee
Holder (in many cases their builder), in order to request a
service visit, ask to provide a written authorisation to act on his
behalf or to arrange for a guarantee transfer.

6.5. We may at our sole discretion require return, examination
or access to Goods in order to validate any Guarantee claim,
and we will be entitled to reject a claim where reasonable
request for return, examination or access is denied.

6.6. We will conduct our assessment within the reasonable
timeframe and contact you within 48 hours from the conclusion
of our assessment with the proposed solution, next steps,
request for provision of further information, or quotation for
works and/or parts if they are not covered by this Guarantee.

6.7. Any parts removed from the Goods and replaced will
automatically become the property of Grabex, as will the
Goods in the event of full replacement.

6.8. If any claim is determined by us to be invalid or not
covered by this Guarantee, we will charge you for any costs
and expenses incurred in investigating the claim and charge
for repair and replacement made.

7. Liability

7.1. Grabex shall not be liable for any consequential or
subsequent loss of any nature, including without limitation,
damage, illness, injury or loss of any kind whatsoever and
howsoever caused to any property, persons, animals or
produce arising out of or in connection with, whether directly or
indirectly the use of the Goods, nor any

a. loss of income or revenue (consequential loss),
b. loss of profit,
c. loss of business
d. loss of anticipated savings
e. any waste of time or;
f. any express terms of the agreement for sale for

foreseeable loss of or damage to the physical
property.

7.2. Grabex shall not be liable to Customers under this
guarantee for failure to perform any of Grabex obligations in
relation to the Goods if the failure was due to any cause
beyond our reasonable control.

7.3. Nothing in this agreement shall limit or exclude Grabex’
liability for

a. death or personal injury caused by our negligence,
b. fraud or fraudulent misrepresentation,
c. any other liability which cannot be limited or excluded

by applicable law.

8. Governing Law
8.1. A person who is not a Customer, with the exception of
Guarantee Holder, shall have no rights under the Contracts
(Rights of Third Parties) Act 1999 to enforce any terms of this
Guarantee.

8.2. The above guarantees are in addition to your legal rights
in relation to services which are not carried out with reasonable
skill and care or which otherwise do not conform with these
Terms. Where you are entering into a contract with us as a
domestic and private consumer, advice about your legal rights
is available from your local Citizens’ Advice Bureau or Trading
Standards office.

8.3 Any dispute or claim arising out of/ or in connection with
this Guarantee, its subject matter/ or formation (including
non-contractual disputes or claims) shall be governed by and
construed in accordance with the law of England and Wales.

9. Help and Support
If you’re experiencing difficulties with registering your
Guarantee online, or filling up a service request let us know on
020 8685 9651or email info@grabex.co.uk.

Please quote the Job Number in all communication regarding
your Guarantee.
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Annex 1

Timber Coatings Guarantee

CONSTRUCTION CLIMATE

Moderate This would
include non coastal
areas ground and
first floor level

Hard This would
include second floor
and above or on a
hillside

Extreme Any areas of
high altitude or exposed
coastal areas

Sheltered, e.g.
Beneath porch or large
roof overhang

10 years for paint finish
6 years for stain finish

7 years for paint finish
4 years for stain finish

7 years for paint finish
4 years for stain finish

Partly sheltered, e.g.
Window built back into
reveal

10 years for paint finish
6 years for stain finish

7 years for paint finish
4 years for stain finish

5 years for paint finish
3 years for stain finish

Not sheltered, e.g. on
the face of the building 7 years for paint finish

4 years for stain finish
5 years for paint finish
3 years for stain finish

5 years for paint finish
3 years for stain finish

Light Oak or similar light colours can only be guaranteed for 3 years and may last less in hard and extreme climates.
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