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Our Website is primarily intended for trade, contractor, installer, and business customers. 
This Returns & Refunds Policy explains when Goods may be returned and how refunds, 
credits, replacements, or repairs may be handled. 

1. Contact Details for Returns 
Frost-Tech Refrigeration Limited, trading as Frost Tech London, is the supplier of the 
Goods covered by this policy.​
​
To request a return, please contact: 

Email: hello@FrostTechLondon.com​
Telephone: 02089974493​
Address: Unit 17, Quad Road, East Lane Business Park, Wembley, HA9 7NE 

Please do not send Goods back without prior authorisation from us. 

2. Trade / Business Orders 
2.1 Most orders placed through our Website will be treated as business-to-business 
transactions. 

2.2 For trade and business orders, returns are not accepted as of right unless: 

•​ we expressly agree to the return, 
•​ the Goods are faulty, 
•​ the Goods are damaged in transit, 
•​ the Goods supplied were incorrect, or 
•​ return rights cannot legally be excluded. 

2.3 Any agreed return of non-fault Goods is entirely at our discretion. 

2.4 Where we agree to accept a non-fault return on a trade order, we may: 

•​ require the Goods to be returned at your cost, 
•​ apply a handling or restocking charge, 
•​ refuse return of non-stock or supplier-sourced Goods, 
•​ reduce any refund where the Goods are not in fully resaleable condition. 

 

 



 

3. Consumer Purchases 
3.1 Although our Website is primarily intended for trade and business customers, in limited 
cases a private individual may place an order. 

3.2 Where a customer is acting as a consumer, statutory rights may apply. 

3.3 Where eligible consumer cancellation rights apply, notice of cancellation must be given 
in writing within the applicable legal period. 

3.4 Goods must then be returned in accordance with this policy. 

4. Standard Return Conditions 
4.1 Subject to this policy and our approval, standard stock items may be considered for 
return where: 

•​ the return is requested promptly, 
•​ the Goods are unused, 
•​ the Goods are complete, 
•​ the Goods are in original packaging where reasonably possible, 
•​ the Goods are in clean and resaleable condition. 

4.2 Return requests are subject to approval by Frost Tech Refrigeration. 

4.3 We reserve the right to reject returns that do not meet these conditions. 

5. Non-Returnable Items 
The following items are non-returnable except where faulty, not as described, or where 
rights cannot legally be excluded: 

•​ special-order items, 
•​ non-stock items sourced specifically for you, 
•​ bespoke or made-to-order items, 
•​ cut-to-size items, 
•​ fabricated items, 
•​ custom-configured products, 
•​ items altered, processed, or assembled to your requirements, 
•​ used, installed, damaged, or non-resaleable items. 

 
6. Faulty, Damaged, or Incorrect Goods 
6.1 If you receive Goods that are faulty, damaged, short, or incorrect, please notify us as 
soon as possible. 

6.2 Visible delivery damage, shortages, or incorrect items should be reported within 48 
hours of receipt where possible. 

6.3 We may request: 

•​ photographs, 

 



 

•​ packaging details, 
•​ batch or label information, 
•​ return of the Goods for inspection. 

6.4 Where a claim is accepted, we may offer repair, replacement, refund, or credit as 
appropriate. 

7. Return Shipping 
7.1 For non-fault returns that we agree to accept, you are responsible for return shipping 
costs unless we agree otherwise in writing. 

7.2 For accepted faulty or incorrect goods claims, we will normally cover or reimburse 
reasonable return costs where appropriate. 

8. Refunds and Credits 
8.1 Refunds or credits will be processed to the original payment method unless otherwise 
agreed. 

8.2 We may reduce any refund to reflect loss in value if returned Goods show signs of use, 
damage, handling, poor packaging, or other deterioration. 

8.3 Refunds or credits may be withheld until the returned Goods are received or 
satisfactory evidence of return is provided. 

 


