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Introduction
This document provides a standard set of terms and conditions that Firefly IT Solutions, hereafter known
as FITS, shall work to when dealing with any customer.

The latest copy of this document can be found at www.fireflyits.com select About and you can find the
link to the terms and conditions at the bottom of the page.

Assumptions
The main terms and conditions section of this document can be found online at
www.fireflyits.com/terms.html

Contact information
For any queries concerning this document please contact the following:

Name: Richard Lander Stow

Position: Company Director

Contact Tel: 01309 676 151

Contact email: richard@fireflyits.com

Registered Office: Unit IC10 Horizon Scotland, The Enterprise Park, Forres, Moray, IV36 2AB


http://www.fireflyits.com/
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Terms & Conditions
Definitions:

0 ‘The Company’ or FITS: Firefly IT Solutions Ltd

0 You, Your or Customer: This is an individual or company representative that is
purchasing goods and/or services from FITS.

Payment terms:
0 Work at the hourly rate will be invoiced monthly.
0 Hardware/Software/Licensing will be invoiced following despatch of goods.

0 Payment for services, software, software licensing and goods will be due within 30
calendar days of the invoice date.

0 The customer may be invoiced for costs incurred by FITS for any payment issues where
FITS receive a bank charge for an issue that is outside of our control.

0 The customer may be invoiced for any costs incurred by FITS when chasing for late
payments.

0 Prepay: Any invoices for prepay work must be settled prior to the prepay work
commencing, this date shall be agreed with the customer. If a prepay invoice is not
settled in time then the customer shall be invoiced for the full cost of the work at the
normal hourly rate.

FITS normal working hours are 0800 to 1700, Monday to Friday, excluding public holidays.
Telephone support during working hours will be charged at the normal hourly rate.

Travel time on behalf of the customer will be billed at the normal hourly rate. This will normally
be from the FITS registered office.

Work will be billed in units of 15 minutes.

The price of the goods and services is exclusive of Value Added Tax which shall be charged at the
rate prevailing at the relevant tax point.

All calls from the customer or an agent of the customer will be treated as though they are
authorised and will be billed accordingly.

The customer will be responsible for managing their software media and licenses, including
ensuring that they only use software in accordance with its own terms and conditions as
provided by the software vendor.
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FITS will endeavour to protect customer data where possible but cannot accept liability for any
data loss or downtime caused by system issues or changes. It is the customers responsibility to
ensure their data has been backed up successfully; this includes any issues arising from software
patching.

We may, as your agent, directly or through an intermediary ask another contractor ("Third Party
Contractor") to carry out some or all of any work which you instruct us to carry out for you. We
shall pay the reasonable charges of Third Party Contractors on your behalf and recharge them to
you with our own fees. We will ensure that the Third Party Contractor fees which are recharged
to you are in line with the fees we will have quoted to you, had we done the work ourselves. We
will take all reasonable care in selecting and instructing a Third Party Contractor.

Supplied hardware, software and licenses will only be fully owned by the customer when they
have been successfully delivered and when we have received cleared payment in full. Goods
supplied are not for resale.

We will deliver the goods to the address you specify for delivery in your order. It is important
that this address is accurate. Please be precise about where you would like the goods left if you
are out when we deliver. We cannot accept any liability for any loss or damage to the goods
once they have been delivered in accordance with your delivery instructions (unless this is
caused by our negligence). We will aim to deliver the goods by the date quoted for delivery but
delivery times are not guaranteed. If delivery is delayed due to any cause beyond our reasonable
control, the delivery date will be extended by a reasonable period and we will contact you to
arrange an alternative time.

Failure to pay within the period specified shall entitle us to write to you upon the expiration of
seven days notice, to charge you for costs and expenses incurred in recovering late payments.

Liability:

0 You, ‘The Customer’, will be responsible for all claims, liabilities, damages, costs and
expenses suffered or incurred by us as a result of your breach or default in the discharge
of your obligations

0 Where we need to carry out work on your premises and/or install equipment, we will
not accept liability for the cost of repairing or replacing parts of your existing system
which occurs due to faults in your system unless we have been negligent in not realising
that such damage may occur or in the way we did the work.

0 Inthe event of our losing or damaging your goods, we will pay for the reasonable costs
of the repair or replacement (less wear or tear) of the item or provide you with a full
refund if we have been negligent.

0 Nothing in this Agreement shall exclude or limit the Company’s liability for death or
personal injury resulting from the Company’s negligence or that of its employees,
agents or sub-contractors.
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If you are unhappy with any aspect of our service, please contact us. Any complaints will be
dealt with sympathetically and we will work with you to reach a satisfactory conclusion.

We reserve the right to make minor changes to this Agreement from time to time. Any major

changes will only be made with your agreement.

Data Protection:

0 You consent to the computer storage and processing of your personal data by us in

connection with this Agreement and to the transmission of this data across the

company and its business partners for the purposes of our legitimate interests including

statistical analysis, marketing of our services and credit control. If you breach this

Agreement, your personal data may be disclosed or passed to third parties to the extent

necessary to assist recovery procedures.

Invalidity:

0 If any part of these terms and conditions is unenforceable (including any provision in
which we exclude our liability to you) the enforceability of any other part of these

conditions will not be affected.

Customer commitment

0 FITS aim to achieve the following as a worst case scenario with any customer, more
specific service level agreements are available upon request but may incur additional

costs.
No. Severity description Target workaround | Target call closure
within*
1 Business critical: many users can’t work 1 day 3 days
2 One user can’t work due to a system fault. | 2 days 5 days
3 Several users troubled but can still do their | 3 days 10 days
jobs.
4 A single user is troubled. NA 15 days
5 Future change, minor issue or information | NA As agreed.

request.

*This is the time that FITS has spent on the call and does not include time where the call is waiting for
the customer or on third parties that are not subcontracted through Firefly IT Solutions Ltd. A day is 1
business day.




