KITCHEN WORLD (MANSFIELD) LIMITED

TERMS AND CONDITIONS FOR THE SUPPLY AND INSTALLATION OF

YOUR KITCHEN / YOUR BEDROOM STORAGE

These Terms and Conditions do not affect your
statutory rights under the Consumer Rights Act
2015.

TERMS
1. DEFINITIONS

1.1  When the following words with capital letters are used
in these Terms, this is what they will mean:

Installation Visual Checklist: as described in Clause 7 and
attached to these Terms on Page 7;

Events Outside Our Control: is defined in clause 17.2;

Goods: the goods that We are selling to you as set out in the
Contract;

Contract: your Contract for the Product, Goods and/or
Services to which these Terms & Conditions are attached;
Product: the completed kitchen / bedroom storage of which
the Goods and Services comprise;

Services: the services that We are providing to you as set out
in the Contract;

Terms: the terms and conditions set out in this document;
and We/Our/Us: Kitchen World (Mansfield) Limited (Company
Number: 4663890) of Hallam Way, Old Mill Lane Industrial
Estate, Mansfield Woodhouse, Mansfield NG19 9BG, and its
employees, agents and contractors (as applicable).

1.2 When We use the words "writing" or "written" in
these Terms, this will include e-mail unless We say otherwise.

2. OUR CONTRACT WITH YOU

2.1 These are the terms and conditions on which We
supply the Product, Goods, or Services, or both Goods and
Services, to you.

2.2 Please ensure that you read these Terms carefully,
and check that the details on the Contract and contained in
these Terms are complete and accurate, before you sign the
same. If you think that there is a mistake or you require any
changes, please discuss with Us before signing. We will
confirm any changes in writing to avoid any confusion
between you and Us.

2.3 Once you have signed and dated these Terms, We
accept your order for the Product, Goods and/or Services as
stated in the Contract and a contract (comprising the order
and these Terms) becomes binding on you and Us as of the
date you have signed these Terms.

2.4 It is further agreed that any verbal conditions or
promises made by any of Us that are not contained in the
Contract or these Terms are not part of the contract and are
therefore, not binding on you or Us.

2.5 You acknowledge that you have been given the
details of the specification of the Product, Goods and Services
to be provided by Us to you as set out in the Contract and
one of Our team members has explained the same to You
and answered any questions You may have satisfactorily and
You are content that the specification contained in the
Contract is a fair and true representation of Your
requirements and You accept these Terms.

2.6 Our website, catalogues, brochures, designs and
illustrations are solely for the promotion of Our Goods in the
UK. Unfortunately, We do not accept orders from addresses
outside the UK.

2.7 The images of the Goods on Our website, in the
catalogues or brochures We provide and/or the design
materials We produce are for illustrative purposes only.
Although We have made every effort to display the colours
accurately, We cannot guarantee that the printed pictures
accurately reflect the colour of the Goods. Your Goods may
also vary slightly from those images.

3. CHANGES TO TERMS & VARIATIONS OR
AMENDMENTS TO THE CONTRACT

Unfortunately, because We make and/or order the Product to
your specific requirements, you will not be able to cancel an
order once it is placed. However, where you require or desire
a variation or change to what has been itemised in the
Contract, We may be able to accommodate this. An extra
charge may be applicable to take account of any such
changes. We will record any such agreed changes and
additional costs in writing and deliver a copy of the written
summary of such changes to You.

4, PROVIDING THE GOODS AND SERVICES

4.1 Please note that timescales for delivery of the Product
(including the delivery of all or part of the Goods and
commencement and completion of the Services) will vary
depending on:

(a) the availability of the Goods; and

(b) the availability of contractors / tradespersons with the
necessary qualifications and experience to carry out the work
required to complete the Services and deliver the Product.

4.2 We have included in the Contract, a delivery date for
the Goods and commencement date for the Services which
we have discussed and agreed with you (“Delivery Date”). We
will make every effort to deliver the Goods and commence
and complete the Services on the Delivery Date. However,
there may be delays due to an Event Outside Our Control.
See clause 17 for Our responsibilities when an Event Outside
Our Control happens.

4.3 We will endeavour to ensure you are kept fully
informed (either by telephone or e-mail or in person or by
letter) of any delays to the Delivery Date, and that any such
delays to the delivery of the Goods and/or commencement or
completion of the Services are resolved in the shortest
possible time.

4.4 Due to the fact that we use a combination of our own
employed fitting and installation team and external
contractors in order to perform the Services, We have to
reserve a reasonable period of time with the fitting and
installation teams and external contractors to enable them to
carry out the Services and install the Product. So as to ensure
there is no undue delay in you receiving the Product, We are
required to make such bookings four weeks in advance of the
Delivery Date. If you wish for Us to change the Delivery Date,
Our fitting and installation team may lose income because of
such change. Therefore, unless you inform Us at least four
weeks in advance of any desired changes or necessary delays
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to the Delivery Date, We may need to charge you a
reasonable fee for the lost earnings of the fitting and
installation team (up to a maximum of £240.00 per day per
fitter or tradesperson)

4.5 If We are not able to deliver the Goods at any time
for operational reasons or due to a shortage of stock, We
may deliver the Goods in instalments.

4.6 It may be necessary for Us to complete part of the
Services or you may need to carry out preparatory works
before the delivery of the Goods can be made. Please refer to
the details of such requirements as set out in the Contract.
4.7 If We are delayed with the delivery of the Goods or
commencement or completion of the Services as a result of
you either not having completed the necessary preparatory
works and your property is therefore unprepared or there are
any access restrictions preventing Us from commencing the
Services on the Delivery Date, We have the right to charge
you any reasonable costs and expenses incurred by Us as a
result of any such delay.

4.8 If We don't deliver the Goods or are not able to
commence the Services on the Delivery Date and we have
failed to keep you informed of the reasons why in accordance
with clause 4.3, then you may cancel your Contract straight
away if any of the following apply:

(a) We have refused to deliver the Goods and/or perform
the Services; or

(b) delivery of the Goods and Services within the
estimated timescales was essential (taking into account all
the relevant circumstances); and

()] you told Us before we accepted the Contract that
delivery of the Goods and Services within the estimated
timescales was essential.

4.9 If you do not wish to cancel the Contract straight
away, or do not have the right to do so under clause 4.8, you
can give Us a new date for delivery and/or commencement of
the Services, which must be reasonable, and you can cancel
your Contract if We do not meet the new deadline.

4.10 If you do choose to cancel your Contract for late
delivery under clause 4.8 or clause 4.9, We will refund any
sums you have paid to Us.

4.11  We may have to suspend the delivery of the Goods or
performance of the Services if We have to deal with technical
problems. We will contact you to let you know in advance
where this occurs, unless the problem is urgent or an
emergency. See clause 5 below regarding hidden
complications.

4.12 If you do not pay Us for the Goods and Services
when you are supposed to as set out in clause 15, We may
suspend the delivery of the Goods and Services with
immediate effect until you have paid Us the outstanding
amounts (except where you dispute an invoice under clause
15.9). We will contact you to tell you this. This does not
affect Our right to charge you interest under clause 15.8.

4.13  You own the Product once We have received
payment in full for the Contract in accordance with clause 14

5. HIDDEN COMPLICATIONS

If at the time prior to or during the removal of the old
existing kitchen / bedroom storage, during the installation of
the Product or as a consequence of any structural changes
which have been made to the property since the original
measure was carried out by Us, We identify that there is
additional work that is required to be undertaken to
successfully deliver the Goods or complete the installation of
the Product, any such unforeseen additional work will need to
be agreed between you and Us and you agree to either:

(a) pay the additional costs We reasonably incur in
carrying out such unforeseen additional work; or

(b) carry out such additional work at your own cost,
subject to this not disrupting the installation schedule for the
delivery and completion of the Product.

6. SURPLUS OR UNWANTED GOODS

6.1 Undamaged/unadulterated Surplus, unwanted or
returned Goods may be subject to a manufacturer's
restocking charge, carriage charges, labour and
administration charges. You agree that should you wish to
return any unwanted Goods, You will be responsible for these
costs and fees and We shall either:

(a) Where the charges exceed the value of the Goods
returned at the time of returning the same, separately invoice
you for the balance of such charges (less the value the
manufacturer ascribes to the Goods returned at the time of
returning the same); or

(b) where the charges are less than value of the Goods
returned (at the time of returning the same) and there is
money due to you,

(c) We will reduce the balance of your final payment for
the Product where this is still outstanding or otherwise refund
the balance of monies owed to you where you have paid for
the Product in full already.

7. INSTALLATION / VISUAL CHECKLIST

7.1 We require an ‘Installation/Visual Checklist’ to be
signed once the Product has been installed. If this form is not
completed and signed by you, We may be unable to rectify
any snags after completion of the installation of the Product.

8. IF THE GOODS ARE FAULTY

8.1 As a consumer, you have legal rights in relation to
Goods that are faulty or not as described. We are under a
legal duty to supply Goods that are in conformity with the
Contract and these Terms. Advice about your legal rights is
available from your local Citizens' Advice Bureau or Trading
Standards office. Nothing in these Terms will affect these
legal rights.

8.2 Under the Consumer Rights Act you have an early
right to reject goods that are of unsatisfactory quality, unfit
for purpose or not as described. But this right is limited to 30
days from the date you purchased the product.

8.3 If you are outside the 30 day right to reject, we or
the manufacturer must have an opportunity to repair or
replace any faulty goods.

9. IF THERE IS A PROBLEM WITH THE PRODUCT
OR SERVICES

9.1 We would respectfully request that promptly following
the completion of the installation of the Product, You examine
and/or check that it is in line with the Contract and that all
appliances are in working order. In order for Us to resolve
any issues in good time, We kindly request that We are
informed by you immediately upon you becoming aware of
the same, if any appliance is not working, or any
component(s) of the Product do not comply with the Contract
or these Terms.

9.2 In the unlikely event that there is any defect with the
Product or Services:

(a) please contact Us and tell Us as soon as reasonably
possible;

(b) please give Us a reasonable opportunity to repair or
fix any defect; and

(©) We will use every effort to repair or fix the defect as
soon as reasonably practicable.

9.3 You will not have to pay for Us to repair or fix a
defect with the Product under clause 9.2.

9.4 As a consumer, you have legal rights in relation to
Services not carried out with reasonable skill and care, or if
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the materials We use are faulty or not as described. Advice
about your legal rights is available from your local Citizens'
Advice Bureau or Trading Standards office. Nothing in these
Terms will affect these legal rights.

10. OUR CARCASSES GUARANTEE AND HOMEPRO
INSURANCE

10.1  We guarantee that for a period of 10 years from the
completion of their installation, any carcasses manufactured
by Us and forming part of the Product, shall be free from
material defects. However, this guarantee does not apply in
the circumstances described in clause 10.2.

10.2  This guarantee does not apply to any defect in the
carcasses manufactured by Us and forming part of the
Product, arising from:

(a) fair wear and tear;

(b) wilful damage, abnormal storage or working
conditions, accident, negligence by you or by any third party;
(©) if you fail to operate or use the carcasses in
accordance with the purpose for which they were designed;
(d) any alteration or repair which is not carried out by Us
or our authorised representatives; and

(e) any extraordinary specification for such carcasses as
has been requested by you.

10.3  Should you experience a problem with the carcasses
manufactured by Us during the period of this guarantee and
the exclusions set out in clause 10.2 do not apply, you must
contact Us as soon as possible in the first instance and allow
Us a reasonable period of time (a reasonable time being
assessed on the particular nature of the problem and its
severity, e.g. a water leak causing flooding would be
classified as extreme whereas a drip from a tap would not, to
rectify the problem. If We are not able to rectify the problem
within a reasonable period of time, then We may authorise
(such authorisation not to be unreasonably withheld or
delayed) you to employ an independent, suitably qualified
tradesperson to rectify the problem. However, if you choose
to employ or otherwise instruct someone other than Us to
rectify the matter, without our express authorisation to do so
(unless We have unreasonably withheld or delayed Our
authorisation), this will result in Our guarantee being invalid
and We will not be able to refund any costs to You in
employing such a person.

10.4  This guarantee is in addition to, and does not affect,
your legal rights in relation to any carcasses manufactured by
Us and forming part of the Product that are faulty or not as
described. We are under a legal duty to supply the carcasses
manufactured by Us in conformity with the Contract and
these Terms. Advice about your legal rights is available from
your local Citizens' Advice Bureau or Trading Standards office.
10.5 We also insure our carcasses and their installation
(where carried out by our contractors or Us) through
HomePro®© for a period of ten years. Please ask one of Our
Team Members for more information on the HomePro©
insurance and the benefits you receive with this. Please note
that you must complete the HomePro© documentation
(which will be provided by one of Our team members)
following the installation of the Product to qualify for the
insurance cover.

11. THIRD-PARTY MANUFACTURER'S GUARANTEE
/ WARRANTY OF GOODS

11.1  The Goods, excluding any carcasses manufactured by
Us and forming part of the Goods (the guarantee for which is
set out at clause 9 above), may come with a manufacturer's
guarantee or warranty. For further details about the terms of
and activating the manufacturer’s guarantees or warranties,
please refer to the manufacturer’s guarantees or warranties
provided with the Goods as applicable.

11.2  This guarantee is in addition to, and does not affect,
your legal rights in relation to the Goods that are faulty or not

as described. We are under a legal duty to supply Goods that
are in conformity with this contract. Advice about your legal
rights is available from your local Citizens' Advice Bureau or
Trading Standards office.

12, ELECTRICAL APPLIANCE FAULTS

12.1 We are unable to undertake any fault-finding,
diagnostics, repairs, or maintenance to any electrical
appliances provided as part of the Contract, as this would
invalidate the manufacturer’s guarantee / warranty. We
recommend that You contact the Manufacturer of the
appliance in the unlikely event of a malfunction of this nature
as in most instances, manufacturers will not respond to a
report of any such potential fault unless it is made by You.
12.2  The terms of clause 12.1 above does not affect your
legal rights in relation to those electrical appliances. We are
under a legal duty to supply Goods that are in conformity
with this contract. Advice about your legal rights is available
from your local Citizens' Advice Bureau or Trading Standards
office.

13. GAS SAFE INSTALLATIONS

13.1  If a gas installation is to be carried out as part of the
Contract (e.g. the fitting of a gas hob or oven), We will
ensure a suitably qualified and registered GasSafe© engineer
is employed to carry out such installation works. Where you
are carrying out your own gas installation prior to Our
delivery of the Goods and/or commencement of the Services,
unless a suitably qualified and registered GasSafe© engineer
carries out such works, We may have to refuse to undertake
any work within the property and ultimately cancel the
Contract, if We consider it would not be safe for Our staff or
contractors to proceed with the delivery of the Goods or
Services.

14, OTHER SERVICES

14.1  Where you have chosen to install or contract directly
with tradespersons to remove vyour existing kitchen /
bedroom storage and/or install the Product or any part of the
Product, We cannot be held responsible for the work
undertaken by you or your tradespersons in this regard.

15. PRICE AND PAYMENT

15.1  The price of the Goods and Services is as specified in
the Contract.

15.2  The price includes VAT. However, if the rate of VAT
changes between the date of the Contract and the date of
delivery or performance, We will adjust the rate of VAT that
you pay, unless you have already paid for the Goods and/or
Services in full before the change in the rate of VAT takes
effect.

15.3  We confirm that prior to you having signed these
Terms, you have paid a holding deposit (“Holding Deposit”).
The amount of this is shown as having been paid on the
Contract and it is offset against the total price to be paid for
the Goods and/or Services shown in the Contract.

15.4 At the time of signing these Terms, a 30% deposit of
the full price for the Goods and Services as specified in the
Contract must be paid (“Full Deposit”). The Holding Deposit is
already taken in to account in calculating the balance of the
Full Deposit to be paid at this time (i.e. the Full Deposit to be
paid is 30% of the total cost of the Contract, less the Holding
Deposit).

15.5 Once the Full Deposit has been paid and You have
signed the Contract, We will commence ordering and/or
manufacturing (as applicable) all of the Goods and allocating
the Services as necessary to fulfil the Contract in accordance
with these Terms. Unfortunately as a consequence, if you
decide to cancel the Contract once the Full Deposit has been
paid, it will not be possible to refund the Full Deposit to you.
15.6  Up to one week before the Goods are to be delivered
(noting that the Services may have already started as agreed
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with you), a further instalment of the price of the Contract
must be paid. The amount required to be paid at this time is
60% percent of the total price of the Contract (excluding the
Holding Deposit — i.e. 90% of the total price of the Contract
must be paid by this time, including the Holding Deposit) or
70% (the remaining balance or 100% of the total price of the
Contract) where we are not installing your kitchen or
bedroom. This payment must be made by either debit card,
credit card (note that a 2% charge is payable for credit card
payments), BACS/CHAPSs transfer or cash. Please note,
Cheques and Bankers Drafts are not acceptable at this time,
as funds must be cleared before the delivery of the Goods
can take place.

15.7  Where we are installing the contents of this contract,
the remaining 10% of the price of the Contract must be paid
within 7 days of the Product having been delivered and,
where We are undertaking the installation, once such
installation has been substantially completed.

15.8 If you do not make any payment due to Us by the
due date for payment, We may charge interest to you on the
overdue amount at the rate of 3% a year above the base
lending rate of Barclays Bank plc from time to time. This
interest shall accrue on a daily basis from the due date until
the date of actual payment of the overdue amount, whether
before or after judgment. You must pay Us interest together
with any overdue amount.

15.9  However, if you dispute a payment due in good faith
and contact Us to let Us know promptly before it is becoming
due for payment that you dispute it, clause 15.8 will not apply
for the period of the dispute.

15.10 We reserve the right to retains legal ownership of the
goods until payment is made in full.

16. OUR LIABILITY TO YOU

16.1 If We fail to comply with these Terms, We are
responsible for loss or damage you suffer that is a
foreseeable result of Our breach of the Terms or Our
negligence. Loss or damage is foreseeable if it is an obvious
consequence of Our breach or if it was contemplated by you
and Us at the time we entered into this contract.

16.2 We will make good any damage to your property
caused by Us (including any such damage caused by Our
contractors) in the course of delivery or installation of the
Goods or performance of the Services. However, We are not
responsible for the cost of repairing any pre-existing faults or
damage to your property that We discover in the course of
such delivery, installation and/or performance by Us.

16.3 Unless We have otherwise agreed with you before
accepting these Terms and We have recorded the same on
the Contract:

(a) We only supply the Product for domestic and private
use;

(b) you agree not to use the Product for any commercial,
business or re-sale purpose; and

(c) We have no liability to you for any loss of profit, loss
of business, business interruption, or loss of business
opportunity.

16.4  We do not exclude or limit in any way Our liability for:
(a) death or personal injury caused by Our negligence or
the negligence of Our employees, agents or contractors;

(b) fraud or fraudulent misrepresentation;

(©) breach of the terms implied by section 12 of the Sale
of Goods Act 1979 and by section 2 of the Supply of Goods
and Services Act 1982 (title and quiet possession);

(d) breach of the terms implied by sections 13, 14 and 15
of the Sale of Goods Act 1979 and sections 3, 4 and 5 of the
Supply of Goods and Services Act 1982 (description,
satisfactory quality, fitness for purpose and samples); and

(e) defective products under the Consumer Rights Act
2015

6} breach of the terms implied by section 17 of the
Consumer Rights Act. 2015 (title and quiet possession)

(9) breach of the terms implied in Chapter 15 The
Consumer Rights Act. 2015 (description, satisfactory quality,
fitness for purpose and samples); and

(h) defective products under the Consumer Rights Act.
2015

17. EVENTS OUTSIDE OUR CONTROL

17.1  We will not be liable or responsible for any failure to
perform, or delay in performance of, any of Our obligations
under these Terms that is caused by an Event Outside Our
Control.

17.2  An Event Outside Our Control means any act or event
beyond Our reasonable control.

17.3 If an Event Outside Our Control takes place that
affects the performance of Our obligations under these
Terms:

(a) We will contact you as soon as reasonably possible to
notify you; and

(b) Our obligations under these Terms will be suspended
and the time for performance of Our obligations will be
extended for the duration of the Event Outside Our Control.
Where the Event Outside Our Control affects Our delivery of
Goods to you, We will arrange a new delivery date with you
after the Event Outside Our Control is over. Where the Event
QOutside Our Control affects Our performance of Services to
you, We will restart the Services as soon as reasonably
possible after the Event Outside Our Control is over.

18. YOUR RIGHTS TO CANCEL AND APPLICABLE
REFUND

18.1  Unfortunately, as the Product is designed and made
to your specific requirements, you will not be able to cancel
your Contract once made (but this will not affect your legal
rights as a consumer in relation to any part of the Product,
Goods or Services that are faulty or not as described).

19. OUR RIGHTS TO CANCEL AND APPLICABLE
REFUND

19.1 We may have to cancel a Contract or an order before
the start date for the Services or before the Goods are
delivered, due to an Event Outside Our Control or the
unavailability of stock or (in the case of Services) key
personnel or key materials without which We cannot provide
the Services. If this happens:

(a) We will promptly contact you to let you know;

(b) if you have made any payment in advance for
Services that have not been provided to you, or Goods that
have not been delivered to you, We will refund these
amounts to you; and

(©) where We have already started work on your
Contract, We will not charge you anything and you will not
have to make any payment to Us.

19.2 We may cancel the Contract at any time with
immediate effect by giving you written notice if:

(a) you do not pay Us when you are supposed to as set
out in clause 14. This does not affect Our right to charge you
interest under clause 15.8; or

(b) you break the Contract in any other material way and
you do not correct or fix the situation within 14 days of Us
asking you to do so in writing.

20. INFORMATION ABOUT US AND HOW TO
CONTACT US

20.1 We are a company registered in England and Wales.
Our company registration number is 4663890 and Our
registered office is at Hallam Way, Old Mill Lane Industrial
Estate, Mansfield Woodhouse, Mansfield NG19 9BG. Our
registered VAT number is 809525910.

20.2 We are registered with TrustMark®, through our
membership of the FairTrades Association. The FairTrades
HomePro®© insurance and guarantee scheme described at
clause 10.5 above protects any amount you have paid, either
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as a Holding Deposit or a Full Deposit, up to 25% of the total
price of the Contract in the event of Our insolvency. Please
ask a team member for further information on these
arrangements.

20.3 We operate a formal grievance procedure. We are
committed to providing good quality products and services.
We do not look on complaints as unwanted, and in fact, they
may help Us to see where Our services or procedures might
be improved. We respectfully request that in the unlikely
event of a complaint, you follow the procedures as outlined in
the grievance procedure document attached.

20.4  More generally, if you have any questions, please do
not hesitate to contact Us. You can do this by telephoning
Our show room on 01623 651435 or by e-mailing Us at:
info@kitchenworldmansfield.co.uk

20.5 If you wish to contact Us in writing, or if any clause in
these Terms requires you to give Us notice in writing (for
example, to cancel the contract for services which We have
started to provide), you can send this to Us by e-mail at:
info@kitchenworldmansfield.co.uk or by hand, or pre-paid
post to Kitchen World (Mansfield) Limited at Hallam Way, Old
Mill Lane Industrial Estate, Mansfield Woodhouse, Mansfield
NG19 9BG. If We have to contact you or give you notice in
writing, We will do so by e-mail, by hand, or by pre-paid post
to the address(es) you provide to Us in the Contract.

21. HOW WE
INFORMATION
21.1  We will use the personal information you provide to
Us to:

(a) provide the Product, Goods and/or Services;

(b) process your payment for such Product, Goods and/or
Services; and

MAY USE YOUR PERSONAL

(©) inform you about similar products, goods or services
that We provide, but you may stop receiving these at any
time by contacting Us.

21.2  We will not give your personal data to any third party
other than to our suppliers and contractors who may need to
know the same solely to enable them to assist with providing
the Product, Goods or Services.

22, OTHER IMPORTANT TERMS

22.1 We may transfer Our rights and obligations under
these Terms to another organisation, and We will always
notify you in writing if this happens, but this will not affect
your rights or Our obligations under these Terms.

22.2  This contract is between you and Us. No other person
shall have any rights to enforce any of its terms.

22.3  Each clause of these Terms operates separately. If
any court or relevant authority decides that any of them are
unlawful, the remaining paragraphs will remain in full force
and effect.

22.4 If We fail to insist that you perform any of your
obligations under these Terms, or if We do not enforce Our
rights against you, or if We delay in doing so, that will not
mean that We have waived Our rights against you and will
not mean that you do not have to comply with those
obligations. If We do waive a default by you, We will only do
so in writing, and that will not mean that We will
automatically waive any later default by you.

22.5 These Terms are governed by English law. You and
We both agree to submit to the exclusive jurisdiction of the
English courts, save however, if you are a resident of
Northern Ireland you may also bring proceedings in Northern
Ireland, and if you are a resident of Scotland, you may also
bring proceedings in Scotland.

| have read and understood the Terms and the Contract and | accept the same.

Signed:
Name:

Date:
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KITCHEN WORLD (MANSFIELD) LIMITED
COMPLAINTS PROCEDURE
What to do if you feel you need to make a complaint

Our complaints procedure

Kitchen World (Mansfield) Limited is committed to providing good quality services. We do not
look on complaints as unwanted. In fact, they may help us to see where our services or
procedures might be improved.

How to complain
Step 1:

The first step is to talk to a member of Kitchen World (Mansfield) Limited staff. This can be
done quite informally, either directly in person, by telephone, e-mail or letter, however, letters
may result in issues taking longer to resolve.

Usually, the best staff member to talk to will be the person with whom you have been dealing
with, as they will be in the best position to understand your concern and therefore, resolve
the concern quickly.

If they are unavailable, or you would prefer to approach someone else, then ask for their
relevant Line Manager or in the event of your contact being a Director, please feel free to
ask for one of the other Directors or the Accounts Manager.

We will try to resolve the problem as soon as we possibly can. However, if we cannot do
this, for example, a supplier is out of stock, a fitter cannot get to you immediately or
information we need is not to hand, then we will record all of your concern on your file and
arrange the best way and time for getting back to you. This will normally be within two to
three working days or we will make some other arrangement acceptable to you.

Step 2: Taking your complaint further.

We hope you will only feel the need to make a formal complaint as a last resort and that you
will complain to the person dealing with the matter first to give them a chance to put things
right. However, if you are still unhappy, the next step is to put your complaint in writing to the
Directors, setting out the details in full, the procedures you have taken to get a result and the
action taken so far by the person who you originally complained to:

The Directors

Kitchen World (Mansfield) Limited

Hallam Way, Old Mill Lane Industrial Estate
Mansfield Woodhouse

Nottinghamshire NG19 9BG

Or by e-mail to;

info@kitchenworldmansfield.co.uk
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) World

(Mansfield) Ltd

Kirchen

Hallamway, Old Mill Lane Industrial Estate, Mansfield Woodhouse. Nottinghamshire. NG19 9BG
Telephone: 01623 651435 Fax: 01623 651111 Email: info@kitchenworldmansfield.co.uk

INSTALLATION / VISUAL CHECKLIST

Client Name: Date:

Address: Installation Team

This document must be completed and signed by the client during or on the last day of
installation. Please sign against all of the relevant installations below to confirm you have visually
inspected items, checked for any leakages and have a power supply to any electrical appliances.

Should you discover any damages, faults, or omissions, they must be notified to us on this document.
Any damages, faults, or omissions reported after the date on this document may incur additional
charges. The Company is unable to accept damages, faults, and omissions after the date on this
document.

The above does not affect your statutory rights or any manufacturer's guarantees. Please be aware
that different manufacturers of doors, drawers, appliances, and wall and floor coverings all have
different guarantee/warranty periods. To take advantage of manufacturers guarantees/warrantees you
must register with the manufacturer immediately after signing this document.

Range of

Items: Description: Installed Condition Customers Signature

Carcasses, Doors,
Drawers, Handles,
Work Surfaces
Check Water
Plumbing Connections Below
Sink, Sink, Taps,
Tiles, Splashbacks,
Upstands etc.

Appliances as Visual and Power

Kitchen Units as
per contract

Wall Coverings

per Contract Connection Check
Electrical Visual Cosmetic
Installation Inspection
Floor Coverings Floor Tiles

The customer signatures/initials confirm that the installation has been completed consistent with
kitchen products as seen in Kitchen World (Mansfield) Limited’s Showroom.
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