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R A Brown Heating Services Ltd (“we”, “our”, “us”) is committed to protecting and 
respecting your privacy.  This policy explains how we collect, use, store and protect your 

personal data when you hire us for heating, plumbing, ventilation, or cooling services, use 

our website or interact with our marketing channels. 

 

1.  The Data We Collect About You 

 
To quote for, design, install and maintain your systems, we may collect and process the 

following data: 

 

● Identity Data:  Full name, title. 

● Contact Data: Billing address, installation address, email address and phone 

numbers. 

● Website Enquiries:  Data submitted through our website contact forms, including 

your name, contact details, property information, and the nature of your enquiry. 

● Technical & Property Data:  Property type, insulation details, existing heating 

setups, engineering site photos, heat loss calculations, and technical system designs 

(for heat pumps, underfloor heating, MVHR, air conditioning, or gas boilers). 

● Financial Data:  Bank account details for payments and invoice histories. 

● Marketing & Promotional Media:  Photographs or videos of our completed 

installations at your property, along with your written or filmed reviews and 

testimonials. 

 

1.1  Is Providing Data Compulsory? 

 

Providing your Identity, Contact and Technical Property Data is a strict contractual 

requirement. Without this information, we are legally and practically unable to design your 

heating systems, provide an accurate quotation, enter into a service agreement, or register 

mandatory structural compliance certifications (such as Gas Safe or MCS registration). 

 

2. How and Why We Use Your Personal Data 
 

We only use your personal data when the law allows us to.  Most commonly we rely on the 

following legal bases: 

 

● Performance of a Contract: To provide technical quotes, carry out installations, 

register manufacturer warranties, and complete mandatory industry certifications 

(e.g., Gas Safe, MCS, RECC, or local building control). 

● Recognised Legitimate Interests:  

○ For internal record-keeping, assessing project viability, and ensuring on-site 

health and safety. 



○ Service Reminders:  We will use your contact details to send you automated 

text messages and email reminders when your annual boiler, heat pump, 

MVHR or air conditioning service is due to ensure your warranties remain 

valid.  You can opt out of these at any time. 

○ Customer Reviews & Photographs:  We rely on legitimate interests to 

publish close-up, unidentifiable technical photos of our work (e.g., pipework or 

plant rooms) or public reviews (e.g., Google or Trustpilot) to promote our 

business. 

● Consent: 

○ Newsletters and Marketing:  If you have explicitly opted in (or via a 

compliant soft opt-in as an existing customer), we may send you email 

newsletters regarding energy efficiency tips, product launches or seasonal 

offers.  You can unsubscribe instantly at any time. 

○ Identifiable Media:  We will obtain your explicit consent before publishing 

any property photos or testimonials that feature identifiable characteristics 

(such as your full name, house number, or face). 

○ Website Analytics:  Our website uses cookies, tracking pixels, and similar 

technologies to distinguish you from other users and monitor site 

performance. Some of these cookies are strictly necessary to make our site 

function, while others (such as Google Analytics) require your explicit 

consent. These cookies will only deploy if you explicitly accept them via our 

website cookie banner.  Please review our separate Cookie Policy. 

 

3.  Sharing Your Personal Data 
 

We do not sell your data.  We only share your data with trusted third parties to complete your 

installation, run out business operations, or comply with regulations: 

 

● Subcontractors:  Trusted specialists (such as electricians or builders) working on 

your project. 

● Regulatory & Certification Bodies:  Industry organisations including Gas Safe 

Register, MCS, RECC, OFGEM or local building control. 

● Equipment Manufacturers:  to register your heat pump, boiler, cylinder or MVHR 

warranties. 

● Operational & Job Management (CRM):  Secure, cloud-based field management 

software used to track your installation history, compliance certificates, and 

maintenance schedules. 

● Cloud Accounting Software:  Secure financial systems used to process invoices, 

billing, and tax records. 

● Marketing & Communication Platforms: Trusted third-party email and SMS 

broadcasting platforms used strictly to distribute our service reminders and 

newsletters. 

● International Data Transfers:  Some of our core operational software providers 

(such as Microsoft, Google and cloud CRM systems) process data outside the UK.  

Where data is transferred internationally, we ensure it receives an equivalent level of 

protection by utilising officially recognised safeguards, such as UK Adequacy 

Decisions, the UK-US Data Bridge, or Standard Contractual Clauses (SCCs). 

https://drive.google.com/file/d/1kYa4CqK38UdPTVoeFG1-N3rgZ0xKovKM/view?usp=sharing


4. Data Security and Retention 

 
We have put in place appropriate security measures to prevent your personal data from 

being accidentally lost, used, accessed in an unauthorised way, altered or disclosed. 

 

● Technical Measures:  We secure your data using encrypted password-protected 

cloud based field management and cloud accounting systems.  Mobile devices used 

by our engineers in the field are password or biometrically protected. 

● Organisational Measures: We limit access to your personal data to those 

employees, agents, contractors, and other third parties who have a business need to 

know (such as a specific engineer attending your property).  They will only process 

your personal data breach and will notify you and the Information Commissioner’s 
Office (ICO) of a breach where we are legally required to do so. 

● Automated Decision-Making:  We do not use your personal data to perform 

profiling or make any automated decisions that carry a legal or significantly impactful 

effect on you.  All engineering designs, heat loss calculation, and final pricing quotes 

are reviewed directly by a human member of our team. 

 

We retain financial transactional records and technical gas/renewables installation data for 

minimum of 6 years following project completion to satisfy UK tax laws and manufacturer 

warranty requirements. 

 

 

5.  Your Legal Rights 

 
Under UK data protection laws, you have rights regarding your personal data, including the 

right to access, correct, restrict or erase your information. 

 

● Data Access Requests:  If you request a copy of your data, we will conduct 

reasonable and proportionate searches to locate it.  If your request is unclear, we 

reserve the right to pause our response timeline while we seek clarification from you. 

● Our Data Protection Complaints Process:  In accordance with the Data (Use and 

Access) Act, you have a formal right to raise a data protection complaint directly with 

us if you believe we have mishandled your information. 

○ To lodge a complaint, please email us directly at admin@rabrown.co.uk with 

the subject line “Data Protection Complaint” 
○ We will formally acknowledge receipt of your complaint within 30 calendar 

days. 

○ We will investigate the matter and provide you with a written outcome and 

details of any remedial action taken without undue delay. 

● Escalation to the Information Commissioner’s Office (ICO): You have the right to 

complain to the UK regulator, the ICO. However, under UK law, you are required to 

raise your concerns with us directly in the first instance.  If you remain dissatisfied 

with our final response, or if we fail to respond to you within a reasonable timeframe, 

you can then escalate your complaint to the ICO via their official website.   

https://ico.org.uk/make-a-complaint/ 

 

mailto:admin@rabrown.co.uk
https://ico.org.uk/make-a-complaint/


 

6.  Contact Details 

 

If you have any questions about this privacy policy or our privacy practices, please contact 

us at: 

 

R A Brown Heating Services Ltd 

Unit A7-A8 Abbey Farm Commercial Park, Southwell Road, Horsham St Faith, Norwich, 

NR10 3JU 

Email: admin@rabrown.co.uk  


