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Lemon Computing Ltd. Policies

Lemon Computing's Terms & Conditions

Amendments to the terms and conditions are laid out in Appendix C of the client's contract.

General

1. Quotations are only valid if they are either:

a) in writing and signed by a member of Lemon staff authorised to do so;
OR

b) delivered electronically and signed by a member of Lemon staff with a GPG/OpenPGP key authorised
for that purpose.

All invoices must be paid within 28 days of due date.

In the event that payment has not been received within 28 days of due date, then we may at our discretion
decline to provide further service until all outstanding monies have been received in full. Any payment due
(for example under the terms of a maintenance agreement) for periods during which service has been
declined for this reason remains due.

When Lemon needs to contact the client to provide any notification required by these terms and conditions,
we will use the contact details provided by the client to do so. Any notice required will be deemed to have
been provided when Lemon has either received oral confirmation of receipt of a notice transmitted by fax,
oral or automatic "DSN" confirmation of delivery of a notice transmitted by email, or when Lemon has posted
a written notice by first class post.

Maintenance Agreements

5.

10.
1.

12.

All agreements, and all variations to agreements (including notices of termination), must be made in writing
and signed by a member of Lemon staff authorised to do so.

Lemon may revise agreements and other relevant or related documents (including but not exclusively prices,
these terms and conditions, or details of services provided) with 28 days notice.

If a revision is required to clarify an agreement or other relevant document (such as these terms and
conditions), or to resolve contradictions in or between such documents, then no advance notice shall be
required (although notice that such a revision has been made will be provided by Lemon to clients as soon
as is reasonably possible).

For a period of 3 months after any maintenance agreement comes into force, the client will, unless otherwise
agreed, be entitled to refuse to accept any changes to that agreement notified by Lemon under the terms of
5) above. Such refusal must be notified to Lemon in writing by the client before the changes are due to come
into force.

Except as provided for in 8) above, if a client does not wish to accept revisions to an agreement as notified
by Lemon, then they must provide notice of this fact before the revised agreement takes effect (i.e. Before
any revised charges become due). In this case, revisions will not be applied, but it is possible that Lemon will
then elect to give notice of termination of the agreement. The effect of this is that a client will have at least 28
days to decide whether to accept revisions, and up to 56 days from notice of our intention to revise the
agreement before termination.

Unless otherwise agreed, maintenance charges will be invoiced monthly in advance.

Unless otherwise agreed, maintenance agreements may be terminated by either party with 28 days written
notice.

If an agreement is terminated by either party, fees will be refunded for any complete prepaid calendar months
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13.
14.
15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

after termination. For example, if notice is given on 13th July, termination will occur on 13th August, and fees
for July and August remain due in full. Any fees prepaid for months after August would be refunded in full.

Any agreement is subject to renewal after 12 months, unless otherwise agreed.
Lemon ensures that services will be performed with due care and skill by suitable qualified personnel.

After notice of termination has been received from the client, Lemon will provide (within 2 weeks) a list of
any extra services which have been provided to the client during the period of the maintenance agreement
(such as DNS hosting, mail forwarding etc.) and will be terminated at the end of the notice period unless
alternative arrangements are made.

Unless otherwise agreed, unavailability of maintained services or equipment, for any reason, in no way
affects the payments due under the agreement.

The person who signs the maintenance agreement on behalf of the client will also be required to complete a
contact form. This will list the details of all contacts required by Lemon at the client. Note that this list will be
used by Lemon to determine whether future requests are appropriately authorised and that Lemon will only
accept amendments to this list either from those listed as authorised to make amendments, or from a
Director/Partner or equivalent person at the client.

A dedicated project manager (virtual IT director), priority scheduling and priority response time will be
assigned.

Lemon Computing Ltd does not support unlicensed software. Client represents that all in-stalled software is

licensed. In the event that Client has any unlicensed software on premises, Client is responsible for notifying
Lemon Computing Ltd of such so that a remediation plan can be prepared and implemented to assist Client

in achieving 100% license compliance.

Client agrees to not recruit or hire or retain any Lemon computing Ltd staff for employment or work of any
kind, except through Lemon Computing, during the duration of Lemon Computing Ltd servicing Client and for
a period of 12 months thereafter. Client recognizes that they will receive a bill from Lemon Computing Ltd for
the engineers time spent.

Lemon Computing Ltd agrees to take all professional measures to protect the Client's data. However the
Client assumes all risk of data loss from any and all causes or in any way related to or resulting from the
repair or service of computer hardware, software or other equipment by Lemon Computing Ltd. Client agrees
to bear full responsibility for all data backup prior to any repair or service of computer hardware, software or
other equipment by Lemon Computing Ltd. Lemon Computing Ltd does at this time have professional
indemnity insurance.

Lemon Computing Ltd agrees to take all reasonable measures to protect Client's computer systems from
computer viruses, including installation and maintenance of the latest versions of anti-virus software. Client
assumes all risk of computer viruses and will not hold Lemon Computing Ltd responsible.

In order to maximize accountability for ensuring the ongoing security, reliability and performance of Client’s
network, Client agrees that all packaged and custom software being added to the network will be reviewed
and tested by Lemon Computing Ltd. Please note that there is an 3-hour minimum for lab testing of industry
specific software. In the event the Client chooses to bypass this recommended course of due diligence,
Client agrees that Lemon Computing Ltd cannot be held responsible for unplanned or untested changes or
additions to the network. The Client recognizes that they will receive an additional bill to repair any damages
to the network.

An “emergency call-out” is not covered by Standard Maintenance. Fee for such a call out is £150 + VAT. An
"emergency call-out" will be deemed to last either until the work is finished, or until the earliest point at which
Lemon would have been able and willing to book an appointment to carry out work
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Work outside of maintenance agreements

25.  Work carried out outside the scope of any maintenance or other agreement will be charged at a standard
hourly rate. This rate will be at the agreed Lemon Standard Rate defined in Appendix C of the client's
contract.

26. For on-site work Lemon may, at their option, apply a minimum charge equivalent to 1 hours after which
subsequenttime will be billed in hourly intervals charged at the appropriate rate. Application of this minimum
charge will be notified (not necessarily in writing) in advance of work being carried out.

27.  Unless otherwise agreed in writing, no specific level of service (such as, for example, minimum response
times) will apply to work not covered by a maintenance agreement. Work should be booked in advance, at a
time convenient to both Lemon and client. Lemon will provide as much notice as is reasonably practicable in
the event that they find it necessary to cancel or postpone such a booking.

28. Notwithstanding (27) above, Lemon may agree to perform an "emergency call-out" at short notice. The fee
for such a call-out will be at the agreed Lemon Emergency Rate defined in Appendix C of the client's
contract. An "emergency call-out" will be deemed to last either until the work is finished, or until the earliest
point at which Lemon would have been able and willing to book an appointment to carry out work at the
standard rate. The optional minimum charge may in this case be applied at the agreed Lemon Emergency
Rate defined in Appendix C of the client's contract.
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Lemon Computing's Return Policy

Introduction
All items supplied by Lemon Computing come with a minimum 12 months manufacturers warranty.
The exact warranty period can be requested from Lemon or will be supplied by the manufacturer.

All warranties are direct with manufacturers unless otherwise stated. direct though whenever possible, and as a
courtesy only, Lemon will arrange warranty replacements for any product purchased from Lemon with the
manufacturer.

With regards to a query on an item, we would like you to provide the following information;
- the make (manufactuirer's name);
+ the model,
+ the serial number;
- the date purchased (if known);

- your contact details (with address, telephone/mobile numbers and email address).

The above details should be emailed to mcr@lemon-computing.com. Lemon will raise the initial issue with the
manufacturer up-to and including the replacement whenever possible. However, direct customer-to-manufacturer
contact is sometimes required.

Unless otherwise stated, the customer is responsible for all associated charges including collection and delivery.

If the customer has requested Lemon to carry out a warranty replacement on their behalf, Lemon may charge for
any diagnostics requested by the manufacturer. In most cases this time will not exceed 30 minutes and the
customer will not be required to pay for additional time unless with client approval.

If a customer wishes to carry out a warranty replacement directly with the manufacturer, please email mcr@lemon-
computing.com with the make and model and he will provide the best contact details e.g. with no premium rate
phone numbers where possible.

Customers should be aware that on-site visits for Lemon provided hardware that turn out to be at fault, is still
chargeable under normal labour terms. Only in rare cases relating to D.O.A hardware will labour be refunded.

In all warranty issues, Lemon will endeavor to provide the most time and cost efficient replacement while keeping
the customer up to date.

Lemon Computing's Returns Policy

1. Goods are not sold on a trial basis. Where a Customer is not satisfied with Goods and/or does not
want them, the Goods can only be returned to the Company if fully re-saleable and subject to a
restocking charge of 15% of the purchase price of the Goods or £20, whichever is greater. In the event
of such returns, the Customer acknowledges that it shall be liable for all reasonable costs incurred by the
Company in relation to carriage, postage, and packaging.

2. ARETURNS authorisation number must be obtained before any Goods can be returned to the
Company; this number may be obtained by the Customer from the Company's customer service
department.

3. All repairs, replacements or refunds will be processed following receipt and inspection by our Returns
department. The Goods must also be packaged in all their original packaging so as to ensure safe transit
and ease of identification, and must be returned in their entirety (including all disks, manuals and
cables). The manufacturer's packaging must not be damaged or defaced. The Customer should attach a
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return address label (found on the reverse of the despatch note) to the outer brown cardboard box and
the Company will arrange for it to be collected. The Company shall refuse Goods returned without a
Returns authorisation number.

. The return of faulty Goods is subject strictly to individual manufacturers' "Dead Upon Arrival”
policies ("DOA"). (Individual manufacturers' DOA policies may be obtained by the Customer by
contacting the Company's customer service department.) Where a Customer notifies the
Company of a defect in the Goods within the time provided for in the applicable manufacturer's
DOA policy, which defect is subsequently verified by the Company's technical inspectors, the
Company will replace the Goods or refund the monies paid by the Customer for the Goods.

. The Goods will be tested upon receipt. If no fault is found, the Goods will be returned to the Customer. If
a fault is found and the applicable manufacturer's DOA period is exceeded, then the Goods will be
repaired under the terms of the manufacturers warranty.

. In the case where it is established that Goods are faulty or defective in line with the individual
manufacturer's warranty, most warranty repairs will be carried out on a return-to-Company basis. All
parts and labour charges will be waived but the Customer is responsible for ensuring that the Goods are
returned to the Company in their original packaging, or if this is not available, in a stout carton with high
density foam providing at least 150mm clearance surounding the entire product so as to ensure safe
transit and ease of identification. In some instances the manufacturer's warranty requires the Customer
to contact the repair agent directly. If this is the case, the Customer will be so informed by the
Company's customer service department.

. Under no circumstances will the Company accept the return of an opened software package unless it
is faulty. By breaking the seal, the Customer accepts the license between the Customer and the software
manufacturer.

. The Customer acknowledges that in all cases all Goods shall be returned to the Company using only a
carrier approved by the Company and in cases where the Customer uses an unapproved carrier the
Customer shall be liable for all costs losses damages or other charges incurred by the Company in
relation to the use by the Customer of the unapproved carrier.

. Risk in any Goods that the Customer is returning to the Company shall remain with the Customer until
the Goods have been delivered to the Company's premises and accepted by the Company.
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Lemon Computing's Email Policy

1. Lemon Computing Ltd. will use the information you supply to respond to your queries/comments and to
inform you of any future services.

We will not pass your details to any third parties.

Lemon-Computing Ltd. will only use the information that we collect about you lawfully (in accordance with
the Data Protection Act of 1998").

4. If you wish to stop receiving any information about us and our services please email us at info@lemon-
computing.com

5. If an email has been received in error our IT Support Team should be immediately notified by
telephone on 020 8392 5920 or
e-mail at support@lemon-computing.com

6. Any electronic communication sent without a pgp key is not binding. If you want us to sign it please ask
and we will resend it signed.

7. Lemon Computing Ltd will only send you private and confidential information via email if we can ensure the
email is encrypted. An example of this encryption would be use of your pgp key.

8. Addressees should check any email for viruses. Lemon Computing makes no representations as regards
the absence of viruses in any email. Lemon Computing will attempt the removal of viruses but cannot
guarantee the absence of aforementioned viruses.

9. Lemon Computing cannot guarantee that an email sent from someone@lemon-computing.com is sent by
ourselves unless it is signed.

1 http://www.opsi.gov.uk/ACTS/acts1998/19980029.htm
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Complaints Procedure content to go here... pending feedback from KRG
2007.03.13
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