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Will's Norfolk Lawns

INDEPENDENT LAWN CARE SPECIALISTS

Terms and Conditions

Acknowledgement

These Terms & Conditions apply to all services provided by Will’s Norfolk Lawns. By accepting our estimate or
allowing work to commence, you agree to be bound by these terms.

The estimate and these Terms together form the agreement between us.
1. Scope of Services

We will provide lawn treatment, renovation, or maintenance services as outlined in your written estimate or
programme schedule.

e  Hstimates are valid for 30 days unless stated otherwise.
e  Prices are based on the information provided and site conditions at the time of our initial assessment.
e  If site conditions differ significantly, we reserve the right to revise the price before work proceeds.

e We reserve the right to increase prices for standard treatments providing at least 14 days’ notice has been
provided to customers via email, written or via telephone communication.

e We undertake an annual review of pricing each winter. Customers should anticipate an increase in pricing
at the beginning of each year in line with economic factors. A price increase will typically be communicated
via email.

All services are delivered:

e  With reasonable care, skill, and professional diligence
e  Using commercial-grade, industry-approved products
e In accordance with applicable UK legislation and best practice standards

Treatment timings are guided by agronomic conditions. While we aim to adhere to proposed schedules,
visits may be adjusted due to weather, soil conditions, or operational considerations to ensure optimal results.

2. Professional Standards & Expectations

Premium lawn care is an ongoing process informed by environmental variables including weather,
soil composition, usage levels, irrigation practices, and seasonal conditions.

Whilst we design our programmes to achieve exceptional results, we do not guarantee specific aesthetic
outcomes, as these depend on factors outside our control. Our commitment is to apply professional expertise
and best-in-class treatments to maximise the health, density, and presentation of your lawn.

3. Client Responsibilities
To enable us to deliver services to the highest standard, you agree to:

e Provide clear, safe, and reasonable access to the property.
e  Ensure the lawn is free from toys, furniture, pet waste, stones, and debris prior to each visit.
e Inform us of irrigation systems, underground cables, drainage, hidden structures, or known hazards.

e  FPollow any aftercare instructions provided.
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e Keep children and pets off treated areas for the advised period.

We cannot accept responsibility for damage arising from undisclosed hazards or items left within treatment
areas. If we are unable to catry out a treatment due to a lack of access, obstructions/obstacles on the lawn or if
the grass has been left too long to treat; we reserve the right to charge a rescheduling fee of £25.00.

4. Payment & Payment Terms
Our fees are set out in your estimate or service agreement.

Unless otherwise agreed:

e Payment for services rendered is due upon completion of each service visit within 3 days of invoice, unless
prepaid or on a monthly payment plan, or otherwise agreed upon in writing. Failure to make timely
payments may result in suspension or termination of services.

e  Subscription or instalment programmes remain payable for the agreed term.

e A late payment charge, up to 15% of the value of the overdue invoice will be applied after 14 days.
All prices are exclusive of VAT unless stated otherwise.

We have three different payment options, which are as follows.

e Direct Debit (GoCardless) — split your annual treatment cost across monthly amounts.

e Annual Prepayment — prepay for your annual treatment programme via BACS or cheque and receive a 5%
discount.

e AutoPay — add a payment card to our free Customer Portal, which will be debited following the
completion of each service.

We do not accept payment on a PAYG basis unless previously agreed.
5. Rescheduling & Missed Appointments

Customers may reschedule a treatment by providing 3 days’ notice prior to the scheduled service date. Failure

to provide 3 days’ notice of a reschedule of service will result in a charge equivalent to 50% of the service cost
or £25, whichever is greater. For example, for a Monday visit, we must be informed by the Thursday before so
we can adapt the schedules of our technician team accordingly.

6. Cancellations

e Customers will benefit from a 14-day cooling off period after confirming that they wish to accept an
estimate or following their first visit from a member of our team — whichever is greater.

e You may cancel in writing; however, services already delivered remain payable.

e Our service is made up of a minimum of five lawn care visits per year. Cancelation of pre-agreed services
below this level without satisfactory reasoning will be deemed as an account termination at the discretion
of Will’s Norfolk Lawn. If the agreement is cancelled within the first six months of commencement, a
cancellation fee of £100 shall apply; if the Customer cancels after six months but within twelve months of
commencement, a cancellation fee of £50 shall apply.

e Where pricing has been structured across instalments, outstanding balances remain due for work
completed.

e Treatment programmes are on an ongoing, rolling basis. We will continue to schedule your treatments until
you ask us to stop.
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e We may revise programme pricing annually with reasonable notice.
7. Liability
We will not be liable for:

e  Pre-existing lawn conditions.

e Damage caused by drought, flooding, pests, disease, weather, or projection of stones from the lawn.
e Damage resulting from failure to follow aftercare advice.

e Damage to underground cables or wires if we have not been notified of their location.

e Our total liability is limited to the amount paid for the relevant service.

e Nothing in these terms’ limits liability for death or personal injury caused by negligence.
8. Intellectual Property & Marketing

All images and videos taken of our work remain the property of Will’s Norfolk Lawns for promotional and
marketing efforts. We will take care not to reveal potentially sensitive information within these images. If you
do not want any images used, then please inform us in writing,.

9. Complaints

Will’s Norfolk Lawns is committed to providing a high-quality service to all its customers, maintaining its
outstanding reputation and overall feedback to date. We a dedicated internal complaints procedure as per
BASIS Lawn Assured requirements.

e When something goes wrong, we need you to tell us about it so we can continue to learn and grow as a
service.

e If you have a complaint, please email us at info@willsnorfolklawns.co.uk, or speak to us over the phone on
01603 552002. To avoid miscommunication, we find phone calls are the best method.

e If you have a complaint, you must report it within 14 days of the setvice / incident. If reported after this
time, we reserve the right to refuse action based on lack of evidence that the service / product was
defective at the time of service.

e We will make every effort to remedy the problem as soon as we reasonably can.

e  If remedying the problem is impossible, within a reasonable timeframe or without significant
inconvenience to you, we will refund the price you have paid for the services.

e  If remedial work is undertaken by yourself or a third party without our prior agreement, then this action
will invalidate our service guarantee.

e The raising of a complaint does not alter our terms as stated within 'Payments and Payment Terms'. If a
bill is outstanding, then we will not be able to take a complaint forwards.

10. Data Protection

We process personal data in accordance with UK data protection legislation and our Privacy Policy. Our
Privacy Policy can be found on our website.

11. Governing Law

These Terms are governed by the laws of England and Wales. Any disputes shall be subject to the exclusive
jurisdiction of the courts of England and Wales.
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