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Terms and Conditions 
Multiplex IT Solutions Limited 

Company number 17400420 | Registered in England and Wales 

Registered office: Tuition House, 27-37 St. Georges Road, London, United Kingdom, SW19 4EU 

Version T&C140826v1 | Effective 14 August 2026 

These Terms and Conditions apply to quotations and Works supplied by Multiplex IT Solutions Limited. They are primarily written for 

business clients because the Company’s principal activities include ServiceM8 consultancy and digital services, but they also  contain 

provisions for electrical, fire, security and other on-site work and additional protections for Consumers. 

1. General 

1.1. These Terms and Conditions apply to services, products, materials and Deliverables supplied by Multiplex IT Solutions Limited to 

the Client. 

1.2. By accepting a quotation or proposal, signing an acceptance, placing an order, instructing the Company to proceed, making an 

agreed advance payment, or otherwise confirming acceptance in writing, the Client agrees to these Terms and Conditions. 

1.3. Each accepted quotation, proposal, work order, statement of work or other written scope, together with these Terms and 

Conditions, forms the agreement between the Company and the Client (the “Agreement”). 

1.4. If an expressly agreed written term in a quotation, proposal or statement of work conflicts with these Terms, that expressly 

agreed term takes precedence for the relevant Works. 

1.5. Nothing in these Terms excludes or restricts a right, remedy or liability which cannot lawfully be excluded or restricted. 

1.6. These Terms are primarily intended for Clients acting in the course of business. If the Client is a Consumer, Section 27 also 

applies and takes precedence over any conflicting provision. 

2. Definitions 

2.1. “Company” means Multiplex IT Solutions Limited, company number 17400420. 

2.2. “Client” means the person, firm, company or other organisation ordering or receiving the Works and responsible for payment. 

2.3. “Business Client” means a Client acting wholly or mainly for purposes relating to its trade, business, craft or profession. 

2.4. “Consumer” means an individual acting wholly or mainly for purposes outside that individual’s trade, business, craft or 

profession. 

2.5. “ServiceM8 Services” means consultancy, implementation, configuration, setup, onboarding, training, support, workflow design, 

account configuration, document template development, form development and other services relating to ServiceM8. 

2.6. “Deliverables” means documents, templates, forms, configurations, designs, reports, drawings, schematics or other work 

product specifically produced as part of the Works. 

2.7. “Site” means any premises or location at which physical Works are carried out. 

2.8. “Works” means the services, Deliverables, products and materials described in the applicable quotation, proposal, work order or 

other agreed written scope. 

2.9. “Client Materials” means documents, images, logos, data, forms, templates, text, designs, specifications or other materials 

supplied by or on behalf of the Client. 

2.10. “Third-Party Services” means ServiceM8 and any other software, cloud service, application, accounting platform, payment 

service, telecommunications provider, monitoring service, integration, hosting provider or product not operated by the Company. 

3. Quotations, Proposals and Scope 

3.1. The Client is responsible for reviewing the quotation, proposal or statement of work and ensuring that the described Works 

meet its requirements before acceptance. 

3.2. Quotations and proposals remain valid for the period stated on them. Items identified as provisional, estimated, subject to 

confirmation, subject to change or similar are not guaranteed fixed prices. 

3.3. Fixed prices are based on the agreed scope and information reasonably available when the quotation is prepared. Additional 

work caused by changed requirements, inaccurate or incomplete information, unforeseen conditions or matters outside the agreed 

scope may be charged separately. 

3.4. Advice, recommendations or discussions not expressly included within the agreed scope do not automatically form part of the 

Works. 

3.5. Unless expressly stated otherwise, delivery and completion dates are estimates. Time is not of the essence. 
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4. Client Responsibilities 

4.1. The Client shall provide complete, accurate and timely information, instructions, decisions and access reasonably required to 

perform the Works. 

4.2. The Client shall ensure that people giving instructions, approvals or access on its behalf are authorised to do so. The Company 

may reasonably rely on instructions received from those representatives. 

4.3. The Client shall promptly review requests for information, approvals, proofs, test versions and other matters requiring Client 

input. 

4.4. The Company is not responsible for delay, additional cost or defects caused by inaccurate, incomplete or late information 

supplied by the Client. 

4.5. Where the Works depend on licences, subscriptions, hardware, software, internet access, third-party accounts or other facilities 

controlled by the Client, the Client shall maintain them as reasonably required for the Works. 

4.6. The Client is responsible for obtaining any landlord, freeholder, planning, building-control, network-provider, alarm-receiving-

centre or other third-party consent required for the Works unless the Company has expressly agreed to obtain it. 

5. Changes to the Works 

5.1. Either party may propose changes to the Works. Client-requested changes may result in additional fees and changes to 

timescales. 

5.2. The Company may require a variation to be agreed in writing before carrying out additional work. Email, an accepted quotation 

variation, ServiceM8 communication or another written electronic confirmation may constitute written approval. 

5.3. Minor technical decisions reasonably necessary to implement the agreed scope may be made by the Company without a formal 

variation where they do not materially change the agreed functionality or price. 

6. Fees, Expenses, VAT and Payment 

6.1. Fees are as stated in the applicable quotation, proposal, invoice or agreed rate schedule. 

6.2. The Company will not charge VAT unless and until VAT is properly chargeable by the Company under applicable law. 

6.3. For Business Clients, unless a quotation expressly states that a price is VAT-inclusive, any VAT properly chargeable from the 

Company’s effective date of VAT registration shall be payable in addition to the agreed price for the relevant taxable supply. 

6.4. For Consumers, prices and any VAT treatment shall be presented and applied in accordance with applicable consumer pricing 

law. Nothing in clause 6.3 permits an unlawful increase to an agreed Consumer price. 

6.5. Invoices must be paid in accordance with the payment terms shown on the invoice. The Client must raise any genuine invoice 

query as soon as reasonably practicable after receipt. 

6.6. An invoice query does not entitle a Business Client to withhold an undisputed amount. 

6.7. The Company may invoice for completed stages or milestones, time spent on consultancy or support, materials or third-party 

costs purchased for the Works, work completed before suspension or cancellation, and other sums properly due under the 

Agreement. 

6.8. Where work is charged on a time basis, reasonable time spent investigating, configuring, testing, communicating, attending 

meetings, preparing Deliverables or providing support within the agreed scope is chargeable. 

6.9. Reasonable expenses properly incurred in performing the Works may be charged where stated in the quotation or otherwise 

agreed. 

7. Late Payment 

7.1. Where the Client is a Business Client and the Late Payment of Commercial Debts (Interest) Act 1998 applies, the Company 

reserves the right to claim statutory interest, fixed compensation and reasonable debt-recovery costs available under that 

legislation. 

7.2. The Company may suspend further Works where an undisputed invoice remains overdue after reasonable notice. Suspension 

does not relieve the Client from liability for amounts already due or reasonable costs of suspension and recommencement.  

7.3. Clause 7.1 does not apply to Consumers. 
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8. Advance Payments, Cancellation and Termination 

8.1. A deposit or advance payment may be applied against work already performed, time specifically reserved, materials or licences 

purchased, non-cancellable third-party commitments and other reasonable costs incurred in reliance on the Client’s instruction to 

proceed. 

8.2. An advance payment is not automatically refundable merely because the Client subsequently changes its mind. The Company 

will not retain sums for work not performed or costs not genuinely incurred where doing so would be unlawful or unfair. 

8.3. If the Client cancels the Works, it shall pay for Works reasonably performed up to cancellation together with materials, third-

party charges and other non-recoverable costs reasonably incurred. 

8.4. For Business Clients, the Company may also recover reasonable direct losses resulting from cancellation where legally 

recoverable. 

8.5. The Company may suspend or terminate the Works where payment remains materially overdue, the Client commits a material 

breach, required information or access is not provided, continuing would be unsafe or unlawful, the Client requests unlawful or 

improper work, or circumstances beyond the Company’s reasonable control make continued performance impracticable. 

8.6. Where reasonably possible, the Company will allow a remediable breach to be corrected before termination. If the Company 

terminates without fault by the Client, any advance payment relating to Works that will not be supplied shall be refunded after 

deducting sums properly due for work and costs already incurred. 

PART A — SERVICEM8 CONSULTANCY AND DIGITAL SERVICES 

9. ServiceM8 Partner Services 

9.1. The Company operates as an independent ServiceM8 Partner and may provide consultation, setup, implementation, 

configuration, onboarding, training, support, workflow development, template development, form development and related 

services. 

9.2. ServiceM8 is a Third-Party Service and is not a party to the Agreement between the Company and the Client. The Company is not 

an employee or agent of ServiceM8 and has no authority to bind ServiceM8. 

9.3. The Client remains responsible for its own ServiceM8 subscription, account, ServiceM8 terms and any Third-Party Services unless 

the quotation expressly states otherwise. 

9.4. The Company may receive referral payments, commissions or revenue share from ServiceM8 or another provider where 

permitted by the relevant programme. This does not make that provider a party to the Agreement. 

9.5. Recommendations are based on the information supplied by the Client and functionality available at the time. The Company 

does not guarantee a particular commercial result, saving, increase in revenue or other business outcome. 

9.6. No guaranteed response time, availability period or service level applies to support unless expressly agreed in writing.  

10. Third-Party Platforms, Integrations and Changes 

10.1. The Client acknowledges that ServiceM8 and other Third-Party Services are developed, operated and controlled by third 

parties. 

10.2. The Company cannot guarantee the continued availability of a particular feature, API, integration, add-on, merge field, form 

capability, template function or other third-party functionality. 

10.3. A third-party provider may alter, remove, restrict or discontinue functionality after delivery. Unless covered by an ongoing 

support agreement, work required because of a later third-party change is additional Works. 

10.4. The Company is not responsible for outages, defects, data changes, restrictions or discontinuation of Third-Party Services 

except to the extent a loss is directly caused by the Company’s own breach of the Agreement or failure to exercise reasonable care 

and skill. 

11. ServiceM8 Account Access, Security and Backups 

11.1. Where access to the Client’s ServiceM8 account or another system is required, the Client authorises the Company to access and 

make changes reasonably within the agreed scope. 

11.2. Where reasonably practicable, access should be provided using authorised user, partner or account-access mechanisms rather 

than by disclosing personal passwords. 

11.3. The Company shall take reasonable precautions to protect credentials and account information made available to it. The Client 

remains responsible for appropriate administrator permissions, user access and account security within its organisation. 
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11.4. The Client is responsible for appropriate business-continuity arrangements and backups or exports of important information 

where such functionality is available. The Company may recommend or undertake an export or precaution before significant changes 

but does not guarantee that every change can be reversed. 

11.5. The Company shall not intentionally delete or materially alter Client data outside the agreed scope. 

12. Document Template Development and Licence 

12.1. Document template services may include development, modification or configuration of quotations, invoices, work orders, 

reports, certificates and other templates for use with ServiceM8. 

12.2. Unless otherwise agreed in writing, branding is based on the branding and business information configured in the Client ’s 

ServiceM8 account at the time of development, including the company logo, name, address and contact details where available. The 

Client is responsible for ensuring that information is accurate. 

12.3. Subject to full payment, the Client receives a non-exclusive, non-transferable, perpetual licence to use the supplied document 

template within the Client’s designated ServiceM8 account for the Client’s own business purposes. 

12.4. The licence permits the Client to use the template to generate, issue, print, download, store and distribute quotations, invoices, 

work orders, reports and other documents produced through ordinary use of ServiceM8. Documents generated from the template 

may be used as the Client’s ordinary business records and communications. 

12.5. The Client may download or retain a copy of the underlying template solely for backup, disaster-recovery or record-keeping 

purposes where ServiceM8 permits this. 

12.6. Unless the Company gives prior written permission, the Client may not modify, adapt or alter the underlying document 

template or permit an employee, contractor, consultant, another ServiceM8 Partner or any other third party to do so. 

12.7. The fact that ServiceM8 permits a template to be downloaded, opened or technically modified does not grant permission to 

modify it and does not enlarge the Client’s licence. 

12.8. Changes made through normal ServiceM8 data fields, including customer, job, price, company, tax or merge-field data, do not 

constitute modification of the underlying template. 

12.9. Where the Client requires an amendment, it may request the Company to make the change. Unless required to correct a defect 

in the original Works, amendments may be treated as additional chargeable Works. 

12.10. The Company provides template development principally as a technical ServiceM8 service. Unless expressly included within 

the agreed scope, the Company is not providing legal, accounting, tax or financial advice and does not warrant that a template 

satisfies the Client’s particular legal, tax, accounting or regulatory obligations. 

12.11. The Client is responsible for determining what statutory, tax, contractual, regulatory and industry information its documents 

must contain and for obtaining appropriate professional advice where required. 

12.12. Template output depends on information entered into ServiceM8 and the data fields made available by the platform. The 

Company is not responsible for inaccurate output caused by incorrect or incomplete source data supplied or entered by the Client or 

its users. 

13. ServiceM8 Form Development and Licence 

13.1. Form development may include layout, questions, conditional logic, calculations, signatures, formatting, output documents and 

other functionality supported by ServiceM8. 

13.2. The Client must maintain the ServiceM8 subscription, Forms add-on and account capability required to import and use custom 

forms. 

13.3. Subject to full payment, the Client receives a non-exclusive, non-transferable, perpetual licence to use the supplied Form within 

the Client’s designated ServiceM8 account for the Client’s own business purposes. 

13.4. The licence permits the Client and its authorised personnel to complete the Form, use it in the Client’s workflows and generate, 

store, print and distribute completed reports or certificates produced through normal use of the Form. 

13.5. Unless otherwise agreed, a custom Form is supplied for use rather than modification of its underlying architecture, questions, 

logic, calculations, layout or configuration. The Company may configure or supply Forms using technical restrictions that limit Client 

editing. 

13.6. A technical restriction is not a guarantee that a Form will remain incapable of being viewed, exported, edited, copied or 

otherwise accessed. Functionality and access controls are partly or wholly controlled by ServiceM8 and may change. 

13.7. A Form may therefore become editable or accessible because of platform changes, account permissions, configuration 

changes, export functionality, technical circumstances or inadvertent omission of a restriction. Technical ability to access or edit a 

Form does not enlarge the Client’s licence. 
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13.8. Unless the Company gives prior written permission, the Client may not modify, reproduce, sell, commercially license or 

distribute the underlying Form build for another business or another ServiceM8 account, nor permit a third party to do so. 

13.9. The Client is responsible for supplying the questions, substantive wording, regulatory requirements, calculations, decision 

criteria and other business requirements unless their development is expressly included within the agreed Works. 

13.10. Creation of a Form does not by itself constitute advice that the Form satisfies any legal, safety, employment, accounting, tax, 

certification or regulatory requirement. Where the Company is separately instructed to provide competent trade-specific advice, 

that advice must be expressly included within the agreed scope. 

14. Testing, Acceptance and Corrections 

14.1. The Client must thoroughly test custom Forms and document templates before relying on them in live business operations. 

14.2. Testing should include, where relevant, formatting, calculations, conditional logic, merge fields, tax variables, data fields, page 

breaks, print/PDF output, signatures, unusual scenarios and the devices or workflows on which the Deliverable will be used. 

14.3. Successful testing of one scenario does not establish that every possible scenario has been tested. 

14.4. Unless another period is agreed, the Client should notify the Company of a suspected defect attributable to the Company’s 

build within 14 days of delivery so it can be investigated promptly. This notification period does not remove a statutory right which 

cannot lawfully be restricted. 

14.5. Where a Deliverable does not materially conform to the agreed specification because of an error attributable to the Company, 

the Company will use reasonable efforts to correct it within a reasonable time. 

14.6. New requirements, redesigned layouts, changed wording, additional fields or functionality not included in the agreed scope are 

additional Works. 

14.7. Where the Client or another person modifies a Deliverable, the Company is not responsible for defects caused by that 

modification and subsequent investigation or repair may be chargeable. 

14.8. Fees for bespoke digital work properly performed are not refundable merely because the Client later decides not to use the 

Deliverable. This does not affect remedies available where the Company has failed to provide the contracted service to the standard 

required by law. 

15. Intellectual Property 

15.1. Each party retains ownership of intellectual property owned by it before commencement of the Works. Client Materials remain 

the property of the Client or their respective third-party owners. ServiceM8 and its underlying software, systems, documentation 

and trade marks remain the property of ServiceM8 or its licensors. 

15.2. The Company’s pre-existing templates, Forms, template libraries, methods, frameworks, code, logic, workflows, know-how, 

design systems, processes and reusable components, together with generic components created or developed during the Works, are 

the Company’s “Background IP”. 

15.3. Except for the specific licences expressly granted in these Terms or another written agreement, all intellectual property rights 

in the Company’s Deliverables and Background IP remain vested in the Company. 

15.4. The Client may not sell or commercially license a Deliverable as a template or Form, supply the underlying template or Form to 

an unrelated third party for independent use, claim ownership of the Company’s Background IP, or extract/reproduce reusable 

components for a competing template or Form library or development service. 

15.5. The Company may reuse generic ideas, techniques, structures, questions, layouts, methods, calculations, workflows, logic, 

know-how and functionality developed or used during the Works in other services and in its template/Form library, subject to 

Section 16 and confidentiality/data-protection obligations. 

15.6. The Company shall not rely on clause 15.5 to publish or reuse the Client’s logo, branding, personal data, confidential 

information, Client-specific contact details or commercially sensitive information without permission or another lawful basis. 

16. Client Materials, Sample Documents and Library Reuse 

16.1. Where the Client supplies a document, Form, template, layout, image, wording or other material as a sample or reference 

(“Sample Material”), the Client warrants that it owns the rights required for the intended use or has all licences, permissions and 

authority necessary to permit the Company to use the Sample Material as described in these Terms. 

16.2. Subject to clause 16.1, the Client grants the Company a non-exclusive, perpetual, worldwide and royalty-free licence to use, 

reproduce and adapt the Sample Material for the Works; incorporate elements into Deliverables; create genericised or derivative 

versions; and incorporate those genericised or derivative versions into the Company’s general Form/template library for supply to 

other clients. 
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16.3. When exercising the library-reuse rights in clause 16.2, the Company shall not intentionally include the original Client’s logo or 

trade marks, name/address/contact details, personal data, confidential information, Client-specific pricing, commercially sensitive 

information or other information that would reasonably identify the original Client, unless separately authorised. 

16.4. The licence in clause 16.2 applies only to rights which the Client owns or is legally authorised to license. Mere possession of 

Sample Material does not establish that the Client owns every right within it. 

16.5. Where the Company reasonably believes that Sample Material contains third-party intellectual property for which reuse rights 

have not been established, the Company may decline to reproduce/reuse it, request evidence of permission, use it only as a 

functional reference, or create an independently designed Form/template addressing equivalent requirements without materially 

reproducing protected material. 

16.6. If the Client does not wish Client-owned Sample Material to be genericised and incorporated into the Company’s library, the 

Client must notify the Company in writing before the relevant development work begins so that an alternative arrangement can be 

agreed. 

16.7. The Client shall be responsible for reasonable direct losses, damages and legal costs incurred by the Company as a result of a 

third-party intellectual-property claim to the extent the claim results from Sample Material supplied in breach of clause 16.1. The 

Company shall notify the Client reasonably promptly and take reasonable steps to mitigate its loss. 

17. Confidentiality 

17.1. Each party shall keep confidential confidential or commercially sensitive information received from the other in connection 

with the Works and use it only for performing or receiving the Works. 

17.2. This obligation does not apply to information which is lawfully public, was lawfully known without restriction before disclosure, 

is lawfully obtained from another person without restriction, is independently developed without use of the confidential 

information, or must be disclosed by law, court order or competent authority. 

17.3. A party may disclose confidential information to personnel, professional advisers and subcontractors who reasonably need it 

and are subject to appropriate confidentiality obligations. 

18. Data Protection 

18.1. Each party shall comply with applicable data-protection legislation in connection with the Works. 

18.2. Where the Company processes personal data solely on the Client’s documented instructions while providing the Works, the  

Client will normally act as controller and the Company as processor for that processing. Schedule 1 applies in those circumstances. 

18.3. Where each party processes personal data for its own independent purposes, including invoicing, accounting, contract 

administration and legal obligations, each party acts as an independent controller for that processing. 

18.4. Where the Client contracts directly with ServiceM8 or another Third-Party Service, that provider’s processing of the Client’s 

data is governed by the Client’s own relationship with that provider. Schedule 1 governs only processing for which the Company is 

acting as the Client’s processor. 

18.5. The Client is responsible for ensuring it has an appropriate lawful basis for personal data it instructs the Company to process 

and shall not require unlawful processing. 

18.6. The Client should not provide special-category, criminal-offence or unusually sensitive personal data unless reasonably 

necessary for the Works and appropriate safeguards have been considered. 

PART B — ELECTRICAL, FIRE, SECURITY AND OTHER ON-SITE WORKS 

19. Site Access and Conditions 

19.1. The Client shall provide reasonable access to the Site at the agreed times and shall disclose known hazards, asbestos, 

hazardous substances, access restrictions, concealed/buried services, fragile surfaces, security procedures and other material risks 

relevant to the Works. 

19.2. The Company may suspend the Works if previously undisclosed conditions make continuation unsafe or materially different 

from the assumptions on which the quotation was based. Additional work or delay caused by unforeseen Site conditions may be 

charged separately. 

19.3. Where the Client controls a commercial Site, the Client shall provide relevant pre-construction/site information and cooperate 

with the Company in meeting the parties’ respective health and safety duties. 
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20. Materials and Equipment 

20.1. Materials and equipment supplied by the Company remain the Company’s property until paid for in full to the extent they  have 

not become permanently incorporated into the Site and applicable law permits ownership to be retained. 

20.2. The Company gives no separate warranty for Client-supplied products beyond exercising reasonable care and skill when 

working with them. Unless expressly agreed otherwise, the Client is responsible for their suitability and any manufacturer/supplier 

warranty. 

20.3. Additional time or costs caused by defective, unsuitable, unavailable or incomplete Client-supplied materials may be charged. If 

Works are delayed for reasons not caused by the Company, the Company may invoice for materials already purchased for the Works. 

21. Parking, Travel and Vehicle Charges 

21.1. Unless expressly included in a fixed quotation, reasonably incurred parking charges, congestion charges, ULEZ or other clean-air 

zone charges, tolls and similar Site-related vehicle costs may be added to the Works. An exception must be agreed in writing. 

22. Welfare Facilities 

22.1. The parties shall comply with their respective legal responsibilities concerning welfare facilities. The Company does not 

contract out of any welfare duty imposed on it as contractor or principal contractor. 

22.2. Where the Client controls a commercial Site, it shall provide or facilitate reasonable access to suitable welfare facilities 

ordinarily available to contractors and shall cooperate with reasonable arrangements for welfare required for the Works. 

22.3. Where suitable facilities are not available, the Company may make reasonable alternative arrangements. Additional costs may 

be charged where the Client has agreed to bear those costs or where responsibility for the deficiency properly rests with the Client. 

23. Finished Surfaces and Making Good 

23.1. The Client authorises the Company to make reasonable access openings or disturb finished surfaces where reasonably 

necessary to perform the agreed Works. The Company shall take reasonable care to minimise unnecessary damage. 

23.2. Unless expressly included in the quotation, final making good, decorating, plastering, specialist finishes and replacement of 

decorative surfaces are not included. The Company remains responsible for damage caused by a failure to exercise reasonable care 

and skill. 

24. Waste and Cleanliness 

24.1. The Company will take reasonable steps to keep its working area orderly. Unless waste removal is included, the Client shall 

provide or identify a reasonable area for non-hazardous waste from the Works. 

24.2. Removal and disposal of waste, redundant equipment or hazardous materials is chargeable where included or subsequently 

agreed. Hazardous waste shall be handled in accordance with applicable legal requirements. 

25. Safety, Unsafe Installations and Hazardous Substances 

25.1. The Company shall plan, manage and carry out the Works with reasonable care and in accordance with its applicable health 

and safety duties. The Client shall cooperate with reasonable safety instructions and take reasonable steps to prevent unauthorised 

persons, children and animals under its control from entering active work areas. 

25.2. The Company may isolate equipment, stop work or decline to energise equipment where it reasonably considers an installation 

or item unsafe. Rectification of previously unidentified unsafe wiring, equipment or conditions is outside the original scope unless 

expressly included. 

25.3. The Company may offer a separate quotation for corrective work and is not responsible for delay caused by a safety issue 

outside the original scope. 

25.4. The Company is not responsible for delay caused by discovery of asbestos or another hazardous substance which was not 

reasonably apparent before work. If suspected, the Company may stop work until appropriate assessment, testing or remediation 

has been completed by a competent person. 
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26. Electrical, Fire and Security Systems 

26.1. Any inspection, test, certificate or report relates only to the equipment and extent of installation included within the agreed 

scope. Work on part of an installation does not constitute inspection, approval or certification of the whole installation unless 

expressly stated. 

26.2. The Client remains responsible for ongoing inspection, testing, maintenance and servicing after handover as applicable to the 

system, its use and relevant legal/industry requirements. 

26.3. Fire alarms, security alarms, CCTV, access-control and similar systems are intended to reduce or manage risk but cannot 

guarantee that fire, intrusion, theft, damage or another event will not occur. 

26.4. Operation may depend on electricity, internet, cellular/telephone networks, cloud platforms, alarm receiving centres and other 

services outside the Company’s control. The Company is not responsible for failure of those services except to the extent directly 

caused by the Company’s negligent installation or configuration. 

26.5. Where testing may activate alarms, sounders, signalling or connected services, the Client shall cooperate with reasonable 

arrangements necessary to carry out the testing safely and minimise unnecessary call-outs or disruption. 

26.6. Where CCTV, access-control or similar systems process personal data, the Client remains responsible for determining the lawful 

purpose and operation of the system, including any required notices/signage, retention arrangements and access controls, unless 

compliance consultancy is expressly included in the Works. 

PART C — GENERAL AND CONSUMER PROVISIONS 

27. Consumers 

27.1. If the Client is a Consumer, nothing in these Terms affects statutory rights that cannot lawfully be excluded or restricted. The 

Company shall perform Consumer services with reasonable care and skill as required by applicable law. 

27.2. Any provision which would unlawfully exclude or restrict a Consumer’s statutory rights shall not apply to the extent of  that 

inconsistency. 

27.3. Where a Consumer enters into a qualifying distance or off-premises service contract, a statutory 14-day cancellation right may 

apply. The Company will provide any pre-contract information and cancellation information required by law for the particular 

transaction. 

27.4. If a Consumer expressly asks the Company to start providing services during an applicable cancellation period and then cancels 

before completion, the Consumer may be required to pay a proportionate amount for services supplied before cancellation where 

the law permits. If the service is fully performed after the legally required express request and acknowledgement, the cancellation 

right may cease. 

27.5. Where digital content is supplied to a Consumer during an applicable cancellation period, the Company will obtain any consent 

and acknowledgement required by law before beginning supply where doing so would cause the Consumer to lose a statutory 

cancellation right. 

27.6. Any Consumer cancellation charge or retention of an advance payment shall be limited to an amount that is lawful, fair and 

reasonably reflects work performed or genuine loss/cost incurred. 

27.7. The Late Payment of Commercial Debts (Interest) Act 1998 provisions in Section 7 do not apply to Consumer debts. 

27.8. Nothing in Section 40 prevents a Consumer from relying on mandatory consumer-protection or jurisdictional rights available 

under applicable law. 

28. Delays and Events Beyond Reasonable Control 

28.1. The Company is entitled to a reasonable extension of time where performance is delayed by circumstances beyond its 

reasonable control, including severe weather, fire, flood, strikes, utility failure, telecommunications or platform outages, supply-

chain disruption, shortages, government action, civil emergency, epidemic or pandemic and comparable events. 

28.2. The Company shall take reasonable steps to minimise the effect of such an event. This Section does not excuse payment of 

sums which became due before the event occurred. 

29. Subcontracting 

29.1. The Company may engage suitably competent subcontractors where reasonably necessary to perform all or part of the Works. 

Use of subcontractors does not by itself reduce the Company’s contractual responsibility to the Client.  

29.2. Subcontractors who require access to confidential information or personal data shall be subject to appropriate obligations. 
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30. Liability 

30.1. Nothing in these Terms excludes or restricts liability for death or personal injury caused by negligence where liability cannot 

lawfully be excluded, fraud or fraudulent misrepresentation, or any other liability which cannot lawfully be excluded or restricted. 

30.2. Clauses 30.3 to 30.8 apply to Business Clients only except where expressly stated otherwise. 

30.3. Subject to clause 30.1, the Company shall not be liable for indirect or consequential loss. 

30.4. Subject to clause 30.1, the Company shall not be liable to the extent loss results from inaccurate or incomplete information 

supplied by the Client; failure to test a Deliverable appropriately; failure to obtain specialist advice where reasonably required; 

modification by the Client or a third party; failure/alteration of a Third-Party Service outside the Company’s reasonable control; or 

use of the Works for a materially different purpose from that communicated to the Company. 

30.5. For ServiceM8 Forms and document templates, the Company is not responsible for tax penalties, regulatory penalties or legal 

non-compliance resulting from substantive content or use where determining that compliance was not expressly included within the 

agreed scope, except to the extent directly caused by the Company’s failure to implement agreed instructions with reasonable care 

and skill. 

30.6. The Company is not responsible for incorrect information generated by a template or Form where the underlying information 

supplied by ServiceM8, another system or the Client is itself inaccurate or incomplete. 

30.7. Subject to clause 30.1 and to the extent permitted by law, the Company’s aggregate liability to a Business Client arising out of a 

particular quotation, order or project shall not exceed the total fees paid or payable to the Company for the Works giving rise to the 

claim, unless a different liability cap is expressly agreed in writing. 

30.8. Each party shall take reasonable steps to mitigate loss. Clause 30.7 does not apply to a Consumer where applying it would 

unlawfully restrict statutory rights or remedies. 

31. Insurance 

31.1. The Company shall maintain insurance which it considers appropriate having regard to the nature of the services it provides. 

Details of relevant insurance may be provided on reasonable written request. 

32. Complaints and Disputes 

32.1. If the Client believes that the Company has failed to perform the Works in accordance with the Agreement, it should notify the 

Company as soon as reasonably practicable and provide sufficient information for the issue to be investigated. 

32.2. The parties shall use reasonable efforts to resolve disputes through good-faith discussion before commencing court 

proceedings where appropriate. Nothing prevents either party seeking urgent legal relief where necessary. 

33. Notices 

33.1. Formal notices concerning the Agreement may be sent by email or post using the most recent contact details provided by the 

relevant party. The Client is responsible for notifying the Company of relevant changes to its contact details. 

34. Assignment and Business Transfer 

34.1. Neither party may transfer the Agreement to another person without the other party’s consent where consent is legally 

required. Consent shall not be unreasonably withheld in relation to a genuine transfer of a business where the proposed transferee 

is reasonably capable of performing the relevant obligations. 

35. Entire Agreement 

35.1. For Business Clients, the Agreement constitutes the entire agreement between the parties concerning the relevant Works and 

supersedes prior discussions or correspondence relating to them. Nothing limits liability for fraud or fraudulent misrepresentation. 

35.2. For Consumers, this Section does not exclude information or representations which applicable consumer law requires to form 

part of the contract. 

36. Waiver 

36.1. Failure or delay by either party in exercising a contractual right does not by itself constitute a waiver of that right. 
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37. Severability 

37.1. If a provision of these Terms is invalid, unlawful or unenforceable, it shall be treated as modified or removed only to the 

minimum extent necessary and the remaining provisions shall continue in effect. 

38. Third-Party Rights 

38.1. Except where expressly stated otherwise, a person who is not a party to the Agreement has no right to enforce its terms. 

39. Changes to These Terms 

39.1. The version of these Terms applicable to an Order is normally the version identified on the quotation when accepted. 

Publishing a newer version does not retrospectively alter an existing Agreement unless the parties agree otherwise. 

40. Governing Law and Jurisdiction 

40.1. The Agreement and any non-contractual dispute arising from it are governed by the laws of England and Wales. 

40.2. For Business Clients, the courts of England and Wales have exclusive jurisdiction in relation to disputes arising from the 

Agreement. This is subject to mandatory rights available to Consumers under applicable law. 

SCHEDULE 1 — DATA PROCESSING TERMS 

This Schedule applies only where Multiplex IT Solutions Limited processes personal data on behalf of the Client as a processor while 

providing the Works. 

S1. Processing Details 

S1.1. Subject matter: provision of ServiceM8 consultancy, setup, support, template/Form development, configuration, 

troubleshooting and associated services. 

S1.2. Duration: for the period reasonably necessary to perform the Works and any agreed support period, subject to applicable legal 

retention requirements. 

S1.3. Nature and purpose: accessing, viewing, organising, configuring, importing, exporting, testing or otherwise processing 

information as reasonably required to provide the agreed Works. 

S1.4. Personal data may include names, addresses, telephone numbers, email addresses, customer/supplier records, staff/contractor 

information, job records, notes, appointment information, correspondence, documents, photographs, invoice/transactional 

information and other information held in systems to which the Company is given access. 

S1.5. Data subjects may include the Client’s customers/prospective customers, employees/workers, contractors, suppliers, business 

contacts and other persons whose information is held in the relevant system. 

S2. Client Obligations 

S2.1. The Client is responsible for determining the purpose and lawful basis for processing personal data under its control and 

warrants that its documented instructions to the Company are lawful. 

S2.2. The Client shall provide only the access and personal data reasonably necessary for the Works and shall give documented 

instructions capable of being retained as a record. 

S3. Company Processor Obligations 

S3.1. The Company shall process personal data only on documented instructions from the Client, including in relation to international 

transfers, unless required otherwise by UK law; where legally permitted, the Company shall inform the Client before carrying out 

processing required by law. 

S3.2. The Company shall ensure that persons authorised to process the data are subject to appropriate confidentiality obligations 

and shall implement reasonable technical and organisational security measures appropriate to the nature and risk of the processing. 

S3.3. Taking account of the nature of the processing, the Company shall provide reasonable assistance to the Client with data-subject 

rights requests and, taking account of the information available to it, with security obligations, personal-data breach obligations, 

data-protection impact assessments and prior consultation obligations where applicable. 
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S3.4. The Company shall notify the Client without undue delay after becoming aware of a personal-data breach affecting personal 

data processed by the Company on the Client’s behalf and shall provide reasonable information available to assist the Client in 

meeting its obligations. 

S3.5. At the end of the processing, the Company shall, at the Client’s choice and where reasonably practicable, delete or return 

personal data held solely on the Client’s behalf and delete existing copies, unless UK law requires retention. Data retained in backups 

may remain until normal deletion cycles provided it is protected and not put back into active use except for recovery purposes. 

S3.6. The Company shall make information reasonably necessary to demonstrate compliance with these processor obligations 

available to the Client and shall allow for and contribute to reasonable audits or inspections as described in S6. 

S3.7. If the Company considers that an instruction infringes applicable data-protection law, it shall inform the Client without undue 

delay and may suspend the affected processing until the instruction is clarified or amended. 

S4. Sub-Processors 

S4.1. The Client gives general written authorisation for the Company to appoint reputable sub-processors reasonably required to 

deliver the Works, subject to this Schedule. 

S4.2. Where the Company intends to add or replace a sub-processor which will materially process the Client’s personal data on the 

Company’s behalf, the Company shall provide reasonable information about the change where reasonably practicable so the Client 

can raise a reasonable data-protection objection. 

S4.3. The Company shall impose data-protection obligations on a sub-processor that provide a level of protection equivalent in 

substance to the relevant obligations in this Schedule and remains responsible for the sub-processor’s performance of those 

obligations to the extent required by applicable law. 

S5. International Transfers 

S5.1. Where the Company itself makes a restricted international transfer of personal data on the Client’s behalf, it shall use a lawful 

transfer mechanism where one is required by applicable data-protection law. 

S6. Audits 

S6.1. The Company shall provide reasonable information required by the Client to demonstrate compliance with this Schedule. A 

physical or detailed audit is subject to reasonable prior notice, appropriate confidentiality arrangements and reasonable limits to 

avoid unnecessary disruption, except where an urgent audit is reasonably required following a material incident or by a regulator. 

S6.2. Unless an audit identifies a material breach by the Company, each party shall bear its own audit costs and the Client shall 

reimburse reasonable exceptional costs incurred by the Company for an extensive bespoke audit requested by the Client where 

agreed in advance. 

 


