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1. About these Terms

1.1 These terms apply to use of our website and to contracts under which we design, supply, installation,
commissioning, maintenance, repair and monitoring. Any quotation, order confirmation, specification,
service plan or schedule expressly incorporated into a contract forms part of that contract.

1.2 “We”, “us” and “our” mean CS Security Solutions Ltd, trading as CS Security Solutions, company number
12321329, whose registered office is St Peters House, Mansfield Road, Derby, DE1 3TP. Our website is
https://www.cs-securitysolutions.co.uk/

1.3 “Consumer” means an individual acting wholly or mainly outside their trade, business, craft or
profession. “Business Customer” means anyone acting for purposes relating to a trade, business, craft or
profession. Some clauses apply only to one category and are labelled accordingly.

1.4 Nothing in these terms limits any right or remedy that cannot lawfully be limited, including a Consumer’s
statutory rights.

2. Contact details

2.1 You may contact us at St Peters House, Mansfield Road, Derby, DE1 3TP, info@cs-securitysolutions.co.uk
or 01332 942519. Notices of cancellation and complaints should be sent to info@cs-securitysolutions.co.uk.

2.2 You must provide accurate contact, billing, site and keyholder information and promptly tell us if it
changes.

3. Website use

3.1 Website content is provided for general information. Product images and colours are illustrative,
measurements are approximate, and manufacturer specifications may change. We will not make a material
substitution without agreement where it would alter the contract.

3.2 You must not misuse the website, introduce malicious code, attempt unauthorised access, or use its
content unlawfully. We may suspend access to protect the website or other users.

3.3 We may update these website-use terms. Changes do not retrospectively alter an existing order or
service contract unless agreed or required by law.

4. Quotations, orders and formation of contract

4.1 A quotation is an invitation to place an order and is valid for the period stated in it. Unless stated
otherwise, prices assume that the site information supplied is complete and accurate and that normal access
and working conditions apply.

4.2 Your order is an offer. A contract is formed when we send written acceptance or, if earlier, begin work at
your express request. An automated acknowledgement is not acceptance unless it says so.

4.3 The contract consists of the accepted quotation or order confirmation, any specification or service
schedule, these terms, and any agreed variation. If documents conflict, the order confirmation or signed
guotation takes priority, followed by the specification or service schedule, then these terms.
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4.4 We may refuse an order before acceptance, including where a product is unavailable, a price or
description contains an obvious error, a site is unsafe or unsuitable, or we cannot meet a required timescale.
Any payment taken for an unaccepted order will be refunded.

4.5 No security product or service guarantees that loss, intrusion, fire or other event will not occur. Our
obligation is to supply the agreed goods and perform the agreed services with the standard required by the
contract and applicable law.

5. Prices, VAT and payment

5.1 Prices and whether VAT is included will be stated in the quotation or order confirmation. We will identify
unavoidable delivery, installation, call-out or other mandatory charges before the contract is made.

5.2 Payment terms are 7 days unless otherwise agreed. We may require cleared funds before ordering
bespoke goods or scheduling work.

5.3 A price may be adjusted only where the contract permits it or you agree a variation, for example because
information supplied was inaccurate, concealed conditions are discovered, you request additional work, or
taxes change. We will explain the adjustment and seek approval before additional chargeable work, except
where immediate work is reasonably necessary to make a site safe and it is impracticable to obtain
instructions.

5.4 If a Consumer disputes an invoice in good faith, the Consumer should contact us promptly; this does not
affect statutory rights. We will not charge a Consumer interest or collection costs unless stated in the order
confirmation and lawful.

5.5 Business Customers must pay undisputed invoices when due, without set-off or deduction except as
required by law. We may claim statutory interest and recovery costs under the Late Payment of Commercial
Debts (Interest) Act 1998 where it applies.

6. Equipment, components and materials, compatibility and
manufacturer information

6.1 We will supply equipment that materially match the agreed description. We may use a functionally
equivalent component only with your agreement where the change is material.

6.2 You are responsible for telling us the intended use and any compatibility, insurer, cash-rating,
certification, network, power, building-management or regulatory requirements before ordering. We are
responsible for requirements we expressly agree to assess or satisfy.

6.3 Manufacturer literature may be updated. A manufacturer guarantee is additional to, and does not
replace or reduce, a Consumer’s statutory rights against us.

6.4 Software, apps, cloud features, SIMs, communications services and third-party integrations may be
governed by additional provider terms disclosed before supply. We are not responsible for third-party
services except to the extent the law or our express contract makes us responsible.
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7. Delivery, ownership and risk

7.1 We will deliver to the agreed address. Dates are estimates unless expressly agreed as essential.
Consumers: unless a different period is agreed, delivery will be made without undue delay and within 30 days
after the contract is made.

7.2 Consumers: risk in goods passes when the Consumer or a person identified by them takes physical
possession, except where the Consumer independently appoints a carrier not offered by us. Ownership
passes on delivery unless the contract says otherwise and the law permits it.

7.3 Business Customers: risk passes on delivery to the agreed place or carrier. Ownership does not pass until
we receive in cleared funds all amounts due for those goods. Until ownership passes, the Business Customer
must identify, protect and insure the goods and must not dispose of or encumber them.

7.4 If you fail to accept delivery or provide access, we may store or redeliver goods and charge reasonable
resulting costs, after giving a Consumer fair notice. This does not apply where the failure is caused by us.

8. Site survey, access and customer responsibilities

8.1 You must give us safe, timely and unobstructed access; disclose asbestos, concealed services, hazards,
structural restrictions and relevant building rules; provide suitable power, internet or telephone connectivity
where required; and obtain landlord, planning or other permissions that the quotation allocates to you.

8.2 You must secure valuables and keep children, pets, staff and visitors away from the work area. You must
provide parking or permits only if this was disclosed and agreed as your responsibility.

8.3 We will take reasonable care at the site. Some minor making-good may be inherent in installation. Any
exclusions for decoration, plastering, joinery, lifting floor coverings or making-good must be stated in the
quotation.

8.4 We may stop work if conditions are unsafe, information is materially inaccurate, access is inadequate, or
required permissions are missing. We will explain the issue and any reasonable additional cost or revised
timetable before resuming.

8.5 Floor, wall and structure loading remain the property owner’s responsibility except where we expressly
agree in writing to assess them. We will not install where we reasonably believe the supporting structure is
unsuitable.

8.6 Design and specification

8.6.1 The quotation or specification will state whether we are responsible for designing the system or
whether we are installing a design, specification or performance requirement supplied by the Customer, a
consultant or another third party.

8.6.2 Where we are responsible for design, we will design the system using reasonable care and skill, based
on the information available to us at the time and the intended purpose, risk, grade, category, coverage and
performance requirements recorded in the quotation or specification.

8.6.3 We may rely upon information supplied by the Customer or on the Customer’s behalf, including
drawings, surveys, fire-risk assessments, security-risk assessments, evacuation strategies, cause-and-effect
requirements, insurer requirements, occupancy information, building use, construction details, existing
system information and the location of utilities or concealed services. The Customer must ensure that this
information is complete, accurate and current.
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8.6.4 Unless expressly included in the quotation, we are not responsible for preparing or reviewing a fire-risk
assessment, security-risk assessment, evacuation strategy, planning application, building-control submission
or other regulatory assessment.

8.6.5 Where we install a system designed or specified by the Customer, a consultant or another third party,
our responsibility is limited to performing our agreed work with reasonable care and skill. We are not
responsible for the adequacy of that design or specification unless we have expressly agreed in writing to
review or accept design responsibility for it.

8.6.6 Any applicable standard, grade, category, system type, coverage level, certification requirement or
performance criterion will be stated in the quotation or specification. No standard, grade, category or
certification is included merely because it is commonly associated with the type of system concerned.

8.6.7 The Customer must notify us before work begins of any requirement imposed by an insurer, fire-risk
assessor, enforcing authority, alarm receiving centre, police force, fire and rescue service, landlord,
consultant or other relevant person.

8.6.8 Changes to the design, specification, building layout, building use, risk assessment, evacuation strategy,
cause-and-effect requirements or intended system operation must be agreed in writing. Any resulting change
to price, equipment, certification or completion date will be treated as a variation under clause 12.

9. Installation services

9.1 We will perform installation with reasonable care and skill and in material accordance with the agreed
specification. We will use appropriately competent personnel.

9.2 You must not move, alter, open, reconnect or permit an unauthorised person to work on installed
equipment where doing so may affect safety, performance or a guarantee.

9.3 On completion, we may ask you to sign a completion record. Signing confirms apparent completion and
receipt of any listed items; it does not waive hidden defects or statutory rights.

9.4 If installation cannot proceed because you did not meet an agreed site obligation, we may charge the
reasonable, evidenced cost of the aborted visit and rescheduling. For Consumers, any charge must be
proportionate and must not exceed our loss; it will not be charged where cancellation rights or another legal
right applies.

9.5 Commissioning, handover and acceptance

9.5.1 On completion of the installation, we will commission and test the system to the extent specified in the
guotation and in accordance with any expressly agreed applicable standard.

9.5.2 Commissioning may include device and circuit testing, signalling tests, power-supply tests, battery
checks, network or communication checks, cause-and-effect testing and confirmation of interfaces with other
systems. We are responsible only for interfaces and cause-and-effect functions expressly included in our
specification.

9.5.3 Where testing requires the cooperation of another contractor, service provider, alarm receiving centre,
building manager or the Customer, the Customer must arrange that cooperation unless the quotation states
that we will do so. We may record an item as outstanding where a complete test cannot be undertaken
because a third party, connected system, utility or area of the premises is unavailable.
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9.5.4 At handover, we will provide the documents and information included in the quotation or required by
an expressly agreed standard. These may include commissioning or completion certificates, drawings, zone
charts, device schedules, test results, logbooks, operating instructions, user codes and a demonstration of
normal system operation.

9.5.5 Installer-level codes, engineering software, proprietary configuration tools and manufacturer-controlled
credentials will be supplied only where the quotation, applicable standard, manufacturer’s terms or law
requires them to be provided. User and administrator credentials intended for the Customer will be handed
over using reasonable security measures.

9.5.6 The Customer must nominate appropriate people to attend the demonstration and must ensure that
users, keyholders and responsible staff receive any further training required for the safe and effective
operation of the system.

9.5.7 Any minor outstanding items that do not materially prevent safe or normal use may be recorded on the
completion certificate or defects list and completed within a reasonable period. A life-safety system will not
be described as fully operational where a known outstanding defect materially compromises its agreed safety
function.

9.5.8 We may ask the Customer to sign a commissioning, handover or completion certificate. Signing
confirms that the recorded demonstration, documents and apparent condition have been accepted, subject
to any listed outstanding items. It does not waive hidden defects, prevent the Customer from reporting a
later fault or reduce a Consumer’s statutory rights.

9.5.9 If the Customer does not attend an agreed handover appointment or does not sign or dispute the
completion record within seven days after receiving it, we may treat the work as accepted for invoicing
purposes, provided that the system has been made available for use and we have supplied reasonable
evidence of completion. This does not waive hidden defects or statutory rights.

10. Maintenance and repair services

10.1 The service plan or quotation will state covered equipment, visit frequency, response targets, remote
support, parts, consumables, call-outs, exclusions, term and price. Items not expressly included are
chargeable only with agreement.

10.2 Preventative maintenance reduces risk but cannot guarantee continuous operation or prevent every
fault. Response times are targets unless expressly described as guaranteed.

10.3 We may use new, reconditioned or functionally equivalent replacement parts only as stated in the plan
or agreed with you. Replaced parts become our property only if this is stated before the work.

10.4 You must report faults promptly, follow reasonable operating instructions, maintain electricity and
communications services, keep detection areas clear, and permit testing. You must maintain any user-
replaceable batteries or consumables allocated to you.

10.5 Unless included in the plan, the following may be chargeable: faults caused by misuse, accidental or
malicious damage, pests, water, fire, building works, unauthorised alteration, incompatible third-party
equipment, power or network failure, obsolete equipment, or failure to follow instructions. We will obtain
approval before chargeable work where reasonably practicable.
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10.6 Unless otherwise stated in the quotation or Order Confirmation, each maintenance contract has an
initial term of 12 months.

10.6.1 For monitored systems, we will issue a written renewal notification at least 30 days before the end of
the current term. Unless the Customer gives notice of cancellation before the renewal date, the monitoring
and maintenance contract will renew for a further 12 months and we will issue the renewal invoice
automatically.

10.6.2 Cancellation may be made by emailing the address in clause 2 or by another method stated in the
renewal notification. Cancellation takes effect at the end of the current paid term unless the law or Order
Confirmation permits earlier termination.

10.6.3 For contracts that do not include monitoring, we will send a renewal reminder during the 30 days
before expiry. The contract will not renew unless the Customer confirms acceptance. If we do not receive
confirmation, the contract and associated cover will end on the stated expiry date.

10.6.4 Where a Consumer has a statutory right to cancel during an initial or renewal cooling-off period,
nothing in this clause limits that right. We will provide any renewal reminders, cooling-off notices and
cancellation arrangements required by applicable law.

10.7 GoldCover requires at least one service visit during each 12-month period calculated from the date of
installation or such other anniversary date stated in the Order Confirmation.

10.7.1 The annual service visit is a minimum condition of GoldCover. It does not replace any more frequent
inspection, testing or maintenance required by the quotation, applicable standard, fire-risk assessment,
manufacturer’s instructions, risk level or law.

10.7.2 The Customer must provide reasonable access for the required service visits. GoldCover will not be
invalidated where a service visit is missed solely because we failed to offer a reasonable appointment.

10.7.3 If the required maintenance is not completed, or GoldCover lapses for more than six months,
GoldCover and its associated contractual warranty benefits will end.

10.7.4 Following a lapse of more than six months, only BronzeCover may be offered and only for intruder-
alarm systems. BronzeCover will be subject to inspection, satisfactory testing, equipment condition, parts
availability and acceptance by us. Any inspection, remedial work or replacement equipment required before
cover begins may be chargeable.

10.7.5 The ending or reduction of GoldCover affects only the additional contractual benefits provided under
that plan. It does not affect a Consumer’s statutory rights or any separate manufacturer’s guarantee that
remains valid.

10.8 Chargeable attendance and investigation may include engineer travelling time, call-out charges,
time spent on site or working remotely, testing, liaison with manufacturers or third-party providers,
replacement parts, access equipment, parking, delivery and other reasonable costs. Charges will be
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calculated using the rates stated in the quotation, service plan or otherwise notified to the Customer
before the work is undertaken.

10.8.1 The Customer is responsible for carrying out the routine user tests specified in the operating
instructions, quotation, applicable standard, fire-risk assessment or other relevant safety procedure.
Depending on the system, this may include weekly, monthly or other periodic testing.

10.8.2 The Customer must keep appropriate records of user tests, activations, faults, false alarms,
maintenance visits, alterations, isolations and remedial work in the system logbook or other agreed
record.

10.8.3 The Customer must report any fault, warning, damage, repeated false alarm, communication
failure or material change in system performance as soon as reasonably practicable. Unless expressly
included in a monitoring service, we do not continuously supervise the condition of the installed system.

10.8.4 The Customer must not obstruct detectors, cameras, call points, sounders, control equipment,
communication devices or access to equipment. The Customer must maintain suitable mains electricity,
batteries allocated to the Customer, internet access, network equipment, telephone services and other
utilities on which the system depends.

10.8.5 The Customer must notify us before making, or permitting another person to make, alterations to
the premises, its layout, occupancy, use, risk profile, partitions, ceilings, doors, escape arrangements,
network, electrical supply or connected systems where the alteration may affect system operation,
coverage or compliance.

10.8.6 We are not responsible for a failure or reduction in performance caused by an undisclosed
alteration, obstruction, loss of utility service, unauthorised work or failure to carry out required user
testing, except to the extent that our own breach contributed to the failure.

10.8.7 A charge may apply even where no fault is found or where the reported fault is intermittent,
cannot be reproduced, relates to equipment or services outside our responsibility, or is caused by:

(a) misuse, accidental or malicious damage;
(b) unauthorised alteration, attempted repair or third-party work;

(c) a failure of electricity, batteries, broadband, telephone, mobile, cloud, network or other third-party
service;

(d) incompatible equipment, software, settings or network configuration;

(e) building works, environmental conditions, pests, water, fire or physical obstruction;
(f) failure to follow operating, testing or maintenance instructions; or

(g) any other cause not attributable to our breach of contract.

10.9 Where reasonably practicable, we will explain our initial findings and obtain the Customer’s
approval before carrying out remedial work that will incur additional charges. We may undertake work
without prior approval where it is reasonably necessary to make the premises or system safe, prevent
further damage or restore an essential life-safety function and it is impracticable to obtain instructions.
Any resulting charge must be reasonable. If our investigation confirms that the fault was caused by our

e Page 8



CS SECURITY SOLUTIONS | TERMS AND CONDITIONS

defective installation, maintenance, repair or other breach of contract, we will not charge the Customer
for the reasonable attendance, investigation or remedial work required to correct that breach. If such
charges have already been paid, we will refund or credit them as appropriate. Nothing in this clause
limits a Consumer’s statutory rights.

10.9.1 For premises subject to fire-safety legislation, the Customer must identify the building’s
Responsible Person and provide us with the information reasonably required to perform our work.

10.9.2 Unless expressly included in our quotation, the Responsible Person remains responsible for the
fire-risk assessment, fire-safety arrangements, evacuation procedures, routine user testing, staff
training, logbook records, investigation of false alarms and overall compliance with applicable fire-safety
law.

10.9.3 Our design, installation, commissioning or maintenance of a fire-alarm system does not amount
to preparation or approval of the premises’ fire-risk assessment or evacuation strategy unless we have
expressly agreed in writing to provide that service.

10.9.4 The Responsible Person must tell us about any change to the building, occupancy, sleeping risk,
evacuation arrangements, fire-risk assessment, cause-and-effect requirements or use of the premises
that may affect the suitability or operation of the fire-alarm system.

10.9.5 The Customer must carry out routine tests at the intervals required by the applicable fire-risk
assessment, operating instructions, agreed standard or law and must arrange periodic inspection and
maintenance by a competent person. A maintenance plan containing one annual visit does not reduce a
requirement for more frequent visits.

10.9.6 Where a fire-alarm signal is transmitted to an alarm receiving centre, the Customer must follow
the agreed testing, isolation, false-alarm and keyholder procedures and must notify the alarm receiving
centre before any test where required.

10.10 Disabled-refuge, panic-alarm and other life-safety systems

10.10.1 Disabled-refuge, emergency-voice-communication, panic-alarm and other life-safety systems
must be used as part of the Customer’s documented emergency and management procedures. The
equipment does not replace appropriate staffing, training, evacuation planning, risk assessment or
emergency response arrangements.

10.10.2 The Customer is responsible for nominating and training personnel to respond to calls or
activations and for ensuring that communication points, control equipment, escape routes and
operating instructions remain accessible.

10.10.3 The Customer must undertake routine user tests at the required intervals and record the results.
Communication paths, batteries, network connections and any link to a monitoring or response location
must be included in those tests where applicable.

10.10.4 The Customer must immediately report any failed test, damaged device, obstructed
communication point or communication failure and implement appropriate temporary management
measures until the system is restored.
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11. Monitoring and connected services

11.1 Where monitoring is included, the quotation or Order Confirmation will identify the monitored system,
the alarm receiving centre, the transmission or signalling provider, the signalling grade or service level where
applicable, the agreed response procedure and any separately chargeable third-party service.

11.2 The monitoring service begins only after commissioning has been completed, the alarm receiving centre
has accepted the connection, required information has been supplied, any relevant confirmation or reference
has been issued and the applicable charges have been paid.

11.3 Monitoring depends upon the available signalling paths and may rely upon fixed or mobile
communications networks, broadband, internet access, radio services, cloud platforms, mains electricity,
local network equipment, SIM services and third-party infrastructure. The Customer must maintain any
service or equipment allocated to it in the quotation.

11.4 Unless expressly stated otherwise, monitoring means that qualifying signals received by the alarm
receiving centre will be processed in accordance with the agreed response procedure. It does not mean that
we or the alarm receiving centre continuously observe the premises, guarantee receipt of every signal or
guarantee prevention of loss, intrusion, fire, injury or damage.

11.5 The Customer must provide and maintain accurate site, contact and keyholder information. Keyholders
must be contactable, have access to the premises, understand their responsibilities and be capable of
attending within any required period. The Customer must promptly notify us or the alarm receiving centre of
changes.

11.6 The response procedure may include contacting keyholders, nominated contacts, a keyholding provider,
the police or the fire and rescue service. Attendance or action by any emergency service or third party is
controlled by that organisation and cannot be guaranteed by us.

11.7 Police or fire-service response may depend upon local policies, system eligibility, confirmation
technology, unique reference numbers, false-alarm history and continued compliance with applicable
requirements. An emergency service may reduce, suspend or withdraw response. We will notify the
Customer after becoming aware of such a change where we are responsible for administering the monitored
connection.

11.8 The Customer must take reasonable steps to prevent false alarms, use the system correctly, ensure
users are trained and promptly investigate recurring activations. Call-out charges, alarm receiving centre
charges or emergency-service consequences resulting from false alarms may be charged to the Customer
where permitted by the contract and law.

11.9 Before testing, maintaining or altering a monitored system, the Customer must follow the agreed
procedure for placing the system on test and restoring it to normal operation. The Customer must not
assume that a system has been restored to live monitoring until confirmation has been received where the
applicable procedure requires it.
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11.10 Planned maintenance, testing, communications-provider work, network migration or essential
technical changes may temporarily affect monitoring. Where reasonably practicable, advance notice will be
given and the affected service will be restored as soon as reasonably possible.

11.11 We are not responsible for an outage, delay, failed transmission or service change caused by a
communications network, alarm receiving centre, cloud provider, utility or other third party outside our
reasonable control, except to the extent that we selected or managed that provider without reasonable care
and skill or failed to take reasonable action after becoming aware of the problem.

11.12 A third-party provider may replace, withdraw or materially change a network, platform, SIM, signalling
product, frequency, app or service. If this requires replacement equipment or a service change, we will
explain the available options and any associated price before carrying out chargeable work.

11.13 We may suspend monitoring where payment is overdue, required connections are unavailable, the
system is unsafe or repeatedly misused, false-alarm requirements are breached, the alarm receiving centre
or emergency service withdraws acceptance, or the Customer commits a material breach. Where reasonably
possible, we will provide notice and an opportunity to remedy the issue.

11.14 When monitoring ends, emergency-service, alarm receiving centre, app, cloud, SIM and remote-
support connections may also end. The Customer remains responsible for arranging alternative protection
from the termination date. We will explain any reasonable steps required to place Customer-owned
equipment into local-only operation, but we do not guarantee that every third-party or cloud-dependent
feature will remain available.

11.15 Ending monitoring does not transfer ownership of third-party accounts, licences, SIMs, telephone
numbers, signalling equipment or software unless the quotation expressly states otherwise.

12. Changes and additional work
12.1 Either party may propose a change. A change is binding only when its scope, price and timetable are
agreed in writing, except for urgent safety work under clause 5.3.

12.2 If obsolete equipment or events outside our reasonable control require a change, we will propose a
reasonable alternative. A Consumer may reject a material change and receive an appropriate refund for the
affected unperformed part.

13. Consumer cancellation rights for distance and off-premises
contracts

13.1 This section applies only to Consumers who contract online, by telephone, by email, or away from our
business premises, unless a statutory exception applies.

13.2 For goods, you may cancel from contract formation until 14 days after the day you (or your nominated
recipient) receive the goods. For a service, you may cancel within 14 days after the day the service contract is
made. Different calculation rules apply to split deliveries and regular deliveries as required by law.
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13.3 To cancel, send a clear statement to the contact details in clause 2. You may use the model form at
Schedule 1, but do not have to. It is enough to send the notice before the cancellation period expires.

13.4 If you ask us expressly to start a service during the cancellation period and then cancel, you must pay a
proportionate amount for the service supplied before cancellation. If the service is fully performed during
that period after your express request and acknowledgement that the right will be lost on full performance,
the cancellation right ends when performance is complete.

13.5 For cancelled goods, you must send them back within 14 days after telling us. Unless we offered to
collect or failed to tell you otherwise before the contract, you bear the direct return cost. If goods cannot
normally be returned by post and the contract was made off-premises, we will collect them where the law
requires.

13.6 You may inspect goods as you could in a shop. We may reduce the refund for loss in value caused by
handling beyond what is necessary to establish nature, characteristics and functioning.

13.7 We will refund payments received for cancelled goods, including the cost of our least expensive
standard delivery method, within the statutory time. We may withhold a goods refund until we receive the
goods or evidence they were sent back, whichever is earlier. Service refunds are made within 14 days after
cancellation. Refunds use the original payment method unless you expressly agree otherwise and will not
attract a fee.

13.8 The change-of-mind right may not apply to goods made to your specification or clearly personalised,
sealed goods unsuitable for return for health or hygiene reasons once unsealed, or other statutory
exceptions. A product being installed does not by itself remove rights, although service charges and
diminished value may lawfully apply as described above.

14. Voluntary cancellations outside statutory rights

14.1 If no statutory cancellation right applies, any cancellation is subject to our written agreement. We may
retain or charge only reasonable costs and losses arising from the cancellation, including non-returnable
bespoke goods and committed labour, less costs we save or losses we can reasonably mitigate.

14.2 A Business Customer may cancel only as stated in the order confirmation or with our written
agreement, and must pay reasonable committed costs, completed work and loss caused by cancellation,
subject to our duty to mitigate.

15. Faulty goods and deficient services — Consumers

15.1 Goods must be as described, of satisfactory quality, fit for any particular purpose made known and
accepted, and installed correctly where installation forms part of the contract. Services must be performed
with reasonable care and skill and, where not fixed, within a reasonable time and for a reasonable price.

15.2 If goods or services do not conform, you may have statutory rights to reject goods, require repair or
replacement, require repeat performance, or receive a price reduction or refund. The remedy and timing
depend on the circumstances. Contact us using clause 2.

15.3 We will bear reasonable return, collection, labour and redelivery costs where the law requires. Nothing
in a manufacturer guarantee or our warranty restricts these rights.
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16. Business Customer warranties and remedies

16.1 For Business Customers, we warrant on delivery that goods materially conform to specification and are
free from material defects, and that services will be performed with reasonable care and skill.

16.2 A Business Customer must inspect promptly and notify us with reasonable detail of an apparent defect
within 10 business days, or a hidden defect promptly after discovery. This notice period does not apply where
it would be unreasonable or where liability cannot lawfully be limited.

16.3 Subject to clause 19, our obligation for a valid Business Customer claim is, at our option, to repair,
replace or reperform, or refund the price of the affected item or service. This does not cover fair wear,
misuse, unauthorised work, failure to follow instructions, or external causes not attributable to us.

17. Manufacturer guarantees

17.1 Any manufacturer guarantee is subject to its own terms, including registration, maintenance and
permitted-use requirements. We will provide available details on request.

17.2 Where we assist with a guarantee claim, this does not make us responsible for the manufacturer’s
obligations. Consumers retain statutory rights against us.

18. Our liability to Consumers

18.1 We are responsible for foreseeable loss or damage caused by our breach of contract or failure to use
reasonable care and skill. Loss is foreseeable if it was an obvious consequence or both parties knew it might
happen when the contract was made.

18.2 We do not exclude or limit liability where unlawful, including for death or personal injury caused by
negligence, fraud or fraudulent misrepresentation, or breach of statutory consumer rights.

18.3 We are not responsible for loss caused by your failure to follow reasonable instructions, inaccurate or
withheld information, unauthorised alterations, or failures of utilities or third-party services outside our
responsibility, except to the extent we contributed to the loss.

18.4 We supply Consumers for domestic and private use. If a Consumer uses products or services for
commercial purposes, we are not responsible for business losses such as lost profit, revenue, opportunity or
business interruption, except where the law requires otherwise.
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19. Our liability to Business Customers

19.3 Subject to clause 19.1, our total aggregate liability arising out of or in connection with:

(a) an installation, commissioning, repair or other one-off contract will not exceed 100% of the total charges
paid or payable under that contract; and

(b) a recurring maintenance or monitoring contract will not exceed 100% of the charges paid or payable
under that contract during the 12 months immediately preceding the event giving rise to the claim.

19.3.1 The applicable cap applies to all liability in contract, tort, including negligence, breach of statutory duty
or otherwise, arising from the same event or series of connected events.

19.3.2 Nothing in this clause limits any liability that cannot lawfully be limited, including liability for death or
personal injury caused by negligence, fraud or fraudulent misrepresentation.

19.3.3 We do not accept any liability arising solely from an express guarantee, indemnity, liquidated-damages
provision, service credit, penalty or other contractual commitment unless it has been expressly agreed in
writing by a director of CS Security Solutions and notified to our insurer where required.

20. Events outside reasonable control

20.1 Neither party is responsible for delay or failure caused by an event outside its reasonable control,
provided it takes reasonable steps to reduce the effect and resumes performance when practicable. This
does not excuse payment already due.

20.2 We will contact you if such an event materially affects performance. If delay is likely to be substantial,
either party may end the affected unperformed part. A Consumer will receive a refund for that part.
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21. Suspension and termination

21.1 The Customer must pay each undisputed invoice by its due date. If the Customer believes that an invoice
is incorrect, the Customer must notify us promptly, explaining the disputed amount and the reason for the
dispute. The undisputed balance remains payable.

21.2 If an amount remains overdue, we may issue a written notice requiring payment. If payment is not
received within 14 days after that notice, we may suspend any maintenance, monitoring, remote support,
cloud service, call-out entitlement, contractual warranty cover or other continuing service connected with
the overdue account.

21.3 If an amount remains unpaid for 30 days after its due date, we may terminate the affected contract by
written notice. Where several contracts or sites are invoiced separately, we will normally suspend or
terminate only the contract or site to which the overdue amount relates, unless the Order Confirmation
states that the contracts form a single account.

21.4 Before suspending or terminating monitoring or another life-safety-related service, we will give
reasonable written notice identifying:

(a) the service that will end and the proposed date and time of suspension or termination;

(b) he likely effect on alarm receiving centre connections, signalling, police or fire-service response, apps,
SIMs, cloud services and remote support; and

(c) any action the Customer should take to arrange alternative protection.

21.5 For fire-alarm, disabled-refuge and other life-safety systems, we will send the notice to the Customer’s
nominated contact and, where their details have been provided to us, the Responsible Person. The Customer
remains responsible for implementing appropriate temporary measures and arranging alternative
maintenance or monitoring.

21.6 Suspension or termination of a remote or monitoring service does not authorise us to disable Customer-
owned local equipment where doing so would be unlawful or unsafe. However, cloud, app, SIM, signalling,
alarm receiving centre or other third-party functions may stop when the associated subscription or service
ends.

21.7 We may suspend services immediately where continued operation would be unlawful, unsafe,
technically impossible or prohibited by an alarm receiving centre, communications provider, emergency
service or other competent authority. Where reasonably possible, we will notify the Customer before
suspension. Otherwise, we will notify the Customer as soon as reasonably practicable afterwards.
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21.8 Suspension or termination does not cancel amounts already due. The Customer must pay for
conforming goods supplied, work properly completed and services provided up to the effective date,
together with any reasonable third-party termination, disconnection or committed charges stated in the
Order Confirmation.

21.9 Business Customers may also be liable for statutory interest and recovery costs under the Late Payment
of Commercial Debts (Interest) Act 1998. Consumers will be charged interest or recovery costs only where
expressly agreed, fair and permitted by law.

21.10 We may require all overdue sums, any lawful reconnection charge and any advance payment
reasonably required for the renewed service to be paid before services resume. Reconnection is subject to
technical availability, acceptance by relevant third-party providers and any inspection, testing or remedial
work reasonably required.

21.11 Reinstatement after suspension or termination is not automatic. Any previous police, fire-service,
alarm receiving centre, GoldCover or other contractual status may need to be reapplied for and cannot be
guaranteed.

21.12 Either party may terminate the contract where the other party commits a material breach and fails to
remedy that breach within a reasonable period after receiving written notice requiring it to do so. Either
party may terminate immediately where the breach cannot be remedied or where the other party becomes
subject to an applicable insolvency event.

21.13 Termination does not affect rights or liabilities that arose before termination. We will refund any
prepaid amount relating to services that will not be provided, after deducting amounts properly due and any
lawful cancellation or committed third-party charges.

21.14 When a contract ends, we will explain any known effect on monitoring, remote services, licences, apps,
SIMs, cloud accounts, data access and equipment ownership. The Customer is responsible for arranging
replacement services from the termination date.

21.15 Nothing in this section permits us to suspend or terminate services because a Consumer has withheld
an amount where the Consumer has a lawful right to do so.

22. Data protection and recordings

22.1 We process personal data for quotations, contracts, billing, support, maintenance, monitoring, security
and administration as described in our Privacy Notice at https://www.cs-securitysolutions.co.uk/privacy-

policy/.

22.2 The parties’ data-protection roles depend upon the relevant service and how personal data is used.

22.2.1 Each party will normally act as an independent controller for personal data it uses for its own business
administration, legal obligations, security, billing, complaints and record-keeping.
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22.2.2 The Customer will normally be the controller of CCTV images, audio recordings, access-control records,
intercom information and other personal data captured through systems operated for the Customer’s
purposes.

22.2.3 Where we remotely access, host, maintain, retrieve or otherwise process system data solely on the
Customer’s documented instructions, we may act as the Customer’s processor. The parties will enter into any
data-processing terms required by applicable data-protection law.

22.2.4 Where we independently determine the purposes and means of processing, including processing
necessary to administer a monitoring or security service, we may act as an independent controller. The
applicable privacy information will explain that processing.

22.3 The Customer is responsible for operating CCTV, audio, access-control, intercom and monitoring
systems lawfully, including determining a lawful basis, providing appropriate signage and privacy information,
controlling access, setting proportionate retention periods, responding to data-subject requests and
consulting staff where required.

22.4 We are responsible for using appropriate technical and organisational security measures for personal
data processed by us and for limiting remote access to authorised purposes.

22.5 The Customer must not request or permit any unlawful surveillance, audio recording, covert monitoring,
facial recognition or other high-risk use. We may refuse or suspend work that we reasonably believe would
breach data-protection or surveillance law.

23. Confidential information

23.1 Each party must protect the other’s non-public technical, commercial and security information and use
it only to perform or receive the contract. Disclosure is permitted to personnel and advisers who need it and
are bound to protect it, or where required by law.

23.2 This clause does not cover information already lawfully known, public through no breach,
independently developed, or lawfully received without restriction.

24. Intellectual property and system credentials

24.1 We or our licensors retain intellectual property in designs, quotations, software, manuals and
configuration materials. Once paid, you may use deliverables supplied specifically for your site for operating
and maintaining the system, but may not copy or resell proprietary materials except as law permits.

24.2 Ownership and handover of administrator codes, installer codes, licences, configuration files and cloud
accounts will be as stated in the quotation. We will not withhold credentials that the contract or law requires
us to provide, subject to legitimate security controls and third-party licence terms.

24.3 Cloud accounts, usernames and passwords
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24.3.1 Where a system uses a cloud service, mobile application or online portal, the Customer is responsible
for maintaining control of its usernames, passwords, authentication devices, recovery details and authorised
users unless the quotation expressly states that we will provide a managed-account service.

24.3.2 The Customer must use strong, unique passwords, enable multi-factor authentication where available,
keep recovery email addresses and telephone numbers current, and must not share credentials except with
properly authorised users.

24.3.3 The Customer must promptly remove access for former employees, contractors or other persons who
are no longer authorised and must notify us and the relevant service provider without delay if credentials,
devices or accounts may have been lost, disclosed, compromised or used without authority.

24.3.4 We are not responsible for forgotten passwords, inaccessible recovery accounts, credentials changed
without our knowledge, unauthorised sharing, failure to remove an authorised user or loss arising from the
Customer’s failure to protect or manage its credentials.

24.3.5 Password resets, account recovery, transfer of account ownership and restoration of access may
depend upon the identity-verification procedures and terms of the relevant third-party provider. We cannot
guarantee that an account or its data can be recovered.

24.3.6 Where reasonably possible, we may assist with account recovery or reconfiguration. Unless included in
the Customer’s service plan, such assistance may be chargeable and we will explain the likely charge before
beginning work.

24.3.7 We are responsible for protecting credentials held or controlled by us and for using reasonable care
and skill when creating, configuring or administering an account on the Customer’s behalf. Nothing in this
clause excludes liability caused by our breach of contract, negligence or failure to comply with applicable
data-protection law.

24.3.8 The Customer must not remove, alter or take control of an installer, monitoring or manufacturer
account that is owned by us or a third-party provider unless the contract expressly permits it. Ownership and
transferability of each account remain subject to clause 24.2 and the relevant provider’s terms.

25. Complaints and dispute resolution
25.1 Please send complaints to info@cs-securitysolutions.co.uk. We aim to acknowledge a complaint within
two business days and will provide a substantive response or progress update within 30 days.

25.2 If you are a Consumer and we cannot resolve a complaint, we will give you any information about an
approved alternative dispute resolution provider that applicable law requires.

25.3 Consumers in England and Wales may obtain independent guidance from Citizens Advice consumer
service. This does not restrict the right to bring court proceedings.

26. General terms

26.1 We may transfer the contract to another organisation if this does not reduce a Consumer’s rights. A
Consumer may transfer rights only with our agreement, which will not be unreasonably withheld. A Business
Customer may not assign without our written consent.
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26.2 No person other than the parties has a right to enforce the contract under the Contracts (Rights of Third
Parties) Act 1999, except any person expressly identified in the order confirmation.

26.3 If a provision is unlawful or unenforceable, it will be treated as modified to the minimum extent
necessary or deleted, and the remainder continues. A delay in enforcing a right is not a waiver.

26.4 Business Customers: the contract is the entire agreement and supersedes prior statements, but nothing
excludes fraud. Consumers may rely on statements that the law treats as binding.

26.5 Notices must be in writing and sent to the latest notified postal or email address. This does not limit a
Consumer’s ability to exercise cancellation rights by any clear statement.

27. Governing law and courts

27.1 The contract and any non-contractual dispute are governed by the law of England and Wales.

27.2 Consumers may bring proceedings in the courts of the part of the United Kingdom where they live and
retain any mandatory protections of that jurisdiction. Business Customers agree that the courts of England
and Wales have exclusive jurisdiction.
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