Pet Flaps UK Privacy Policy

Privacy Policy

How Pet Flaps UK collects, uses and protects your personal information

Effective date: 30 June 2026  Version: 1.0

Data controller: Pet Flaps Ltd (trading as Pet Flaps UK)

Registered office: 20-22 Wenlock Road, London, England, N1 7GU
Company number: 13532620

Contact: customer@petflapsuk.com - 0330 320 1420 - www.petflapsuk.com

1. Who we are

Pet Flaps Ltd, trading as Pet Flaps UK (“we”, “us”, “our”), is a UK supplier and installer of pet flaps and
cat flaps. We are the “data controller” responsible for the personal information described in this policy,
which means we decide how and why that information is used.

This policy explains what personal information we collect when you enquire about, buy or arrange
installation of our products, how we use it, who we share it with and the rights you have. It applies to
our website (https://petflapsuk.com), our phone and email channels, our WhatsApp business service
and our social media enquiry channels.

We are registered with, and pay the data protection fee to, the Information Commissioner’s Office (ICO)
as required under the Data Protection Act 2018.

2. The information we collect

Depending on how you interact with us, we may collect the following categories of personal information:

+ ldentity and contact details — your name, postal address, email address and telephone or mobile
number.

+ Installation details — the address where work is to be carried out, details of your door, window or
wall (for example material, glazing type and measurements), photographs you send us, and
access or scheduling information.

+ Pet details - limited information about your pet (such as type, size or microchip cat-flap
requirements) so we can recommend a suitable product.

« Order and transaction details — the products and services you buy, quotes, invoices, and
records of payments. Card payments are processed securely by our payment provider; we do not
store full card numbers.

+ Communications — the content of your enquiries and our correspondence by email, telephone,
web form, WhatsApp and social media, including messages handled by our automated assistant
(see section 8).

» Marketing preferences — your consents and choices about receiving marketing from us.

+ Technical and usage data — information collected automatically when you use our website, such
as IP address, device and browser type, and how you use the site, gathered through cookies and
similar technologies (see section 11).

We do not generally seek special category data (such as health data). Please do not send us
sensitive information unless it is necessary, for example where a disability affects how an installation
should be carried out.

3. How we collect your information
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We collect personal information when you:

« complete an enquiry, quote or contact form on our website;

+ call, email or message us, including via WhatsApp;

« contact us through Instagram, Facebook or other social media channels;
» place an order or book an installation; or

 interact with our advertisements, including “click-to-WhatsApp” ads.

We also collect technical data automatically through cookies and analytics tools when you visit our
website, and we may receive information from our advertising and social media platforms about how
you found us.

4. How and why, we use your information

We only use your personal information where the law allows us to. The table below sets out our main
purposes and the lawful basis we rely on under the UK GDPR.

What we use your information for Lawful basis

Steps taken at your request before entering a
contract; our legitimate interests in answering
enquiries

Responding to enquiries, providing quotes and
recommending suitable products

Supplying products and carrying out installations

Taking payment, issuing invoices and keeping
financial records

Arranging installation visits with our approved
contractors (glaziers)

Customer service, after-sales support and handling
any guarantee or complaint

Sending you service messages about your order or
appointment

Sending marketing about similar products and offers

Improving our website, products and services, and
keeping our business secure

Meeting legal and regulatory obligations and
protecting our legal rights

Performance of our contract with you
Performance of our contract; compliance with
legal obligations (e.g. tax and accounting)

Performance of our contract with you

Performance of our contract; our legitimate
interests in supporting customers

Performance of our contract
Consent, or our legitimate interests where

permitted (you can opt out at any time)

Our legitimate interests in running and improving
our business

Compliance with legal obligations; our legitimate
interests

Where we rely on legitimate interests, we have considered whether those interests are overridden by
your rights and have concluded that our use is fair and proportionate. You can ask us for more detail
about this assessment at any time.

5. Marketing and your choices

We will only send you marketing messages where we are permitted to do so, and you can opt out at
any time.

* WhatsApp, email and SMS marketing is sent on the basis of your consent or, where the law
allows, to existing customers about similar products.
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« Every marketing message gives you a simple way to opt out, and you can also reply “STOP” to
WhatsApp/SMS marketing or contact us using the details in section 14.

« Opting out of marketing will not stop service messages that we need to send about an order or
appointment.

Our WhatsApp service is provided through Meta’s WhatsApp Business Platform. Your use of WhatsApp
is also subject to WhatsApp’s own privacy terms.

6. Who we share your information with

We do not sell your personal information. We share it only where necessary, with:

« Approved installation contractors (glaziers) — we pass on the details needed to quote for and
carry out your installation. These contractors are required to use your information only for that
purpose.

» Suppliers and manufacturers — where needed to fulfil an order, arrange delivery or handle a
product guarantee or warranty claim.

» Service providers — trusted organisations that help us run our business, including our customer-
relationship and messaging platforms, hosting and IT providers, payment processors, and email
and marketing tools. They act on our instructions under contract.

* Professional advisers — such as our accountants, insurers and legal advisers.

» Authorities and others — where we are required to by law, to protect our rights, or in connection
with a sale or reorganisation of our business.

7. Sending information outside the UK

Some of the providers we use (for example certain messaging, cloud and marketing platforms) may
store or process personal information outside the UK. Where this happens, we take steps to ensure
your information is protected to a standard required by UK data protection law — for example by relying
on countries the UK considers providing adequate protection, or by putting in place approved
safeguards such as the UK International Data Transfer Agreement or Addendum. You can ask us for
more information about these safeguards using the contact details below.

8. Automated messaging and Al assistance

When you contact us on WhatsApp, your initial conversation may be handled by an automated
assistant that helps answer common questions and gather the details we need to quote (such as your
door type and measurements). A member of our team takes over for anything the assistant cannot help
with. We do not make decisions that produce legal or similarly significant effects about you using solely
automated means without human involvement. If you would prefer to speak to a person at any point,
just ask and we will arrange that.

9. How long we keep your information

We keep your personal information only for as long as we need it for the purposes set out in this policy,
and to meet our legal obligations. The periods below are a general guide.

Type of information How long we keep it

Enquiries that do not lead to an order Up to 12 months from your last contact
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Type of information How long we keep it

For the life of the relationship and then up to 6
years, to handle guarantees, queries and legal
claims

Customer and order records, installations and
correspondence

Invoices and financial records 6 years, as required by tax and accounting law

For as long as we send marketing, plus a record

Marketing consents and opt-outs .
of any opt-out so we can respect it

In line with the retention periods of the relevant

Website analytics and cookie data tools (typically up to 26 months)

When we no longer need your information, we will securely delete or anonymise it.

10. How we protect your information

We use appropriate technical and organisational measures to keep your personal information secure,
including access controls, secure systems and reputable service providers. We limit access to those
who need it to do their job. While no online service can be guaranteed to be completely secure, we
work to protect your information and to deal promptly with any issue, including notifying you and the
ICO where we are required to do so.

11. Cookies and our website

Our website uses cookies and similar technologies to make the site work, to remember your
preferences and to understand how the site is used. Non-essential cookies (such as analytics and
advertising cookies) are only used with your consent, which you can manage through the cookie banner
or your browser settings. For full details, please see our Cookie Policy on the website.

12. Your rights

Under UK data protection law, you have a number of rights over your personal information. You can ask
us to:

* access a copy of the personal information we hold about you;

« correct information that is inaccurate or incomplete;

» erase your information in certain circumstances;

+ restrict or object to our use of your information, including objecting to direct marketing at any

time;
« transfer certain information to another provider (data portability); and

« withdraw consent at any time where we rely on it (this does not affect processing already carried
out).

To exercise any of these rights, please contact us using the details in section 14. We will respond within
one month. There is normally no charge, and we may need to verify your identity first.

13. Children’s information
Our products and services are intended for adults. We do not knowingly collect personal information

from children. If you believe a child has provided us with their information, please contact us and we will
delete it.
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14. How to contact us and how to complain

Pet Flaps Ltd (trading as Pet Flaps UK)

20-22 Wenlock Road, London, England, N1 7GU
Email: customer@petflapsuk.com

Phone: 0330 320 1420

Website: https://petflapsuk.com

If you have any questions about this policy or how we use your information, or you wish to make a
complaint, please contact us first so we can put things right. You also have the right to complain to the
Information Commissioner’s Office (ICO), the UK regulator for data protection, at ico.org.uk or on
0303 123 1113.

15. Changes to this policy

We may update this policy from time to time to reflect changes in our practices or the law. The current
version is always available on our website, and the effective date at the top shows when it was last
updated. Where changes are significant, we will take reasonable steps to let you know.
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