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Adam Piggott is trading as Proactive Services (Computing) and is a bona-fide, full-
time soletrader of computer servicesand products since February 2004.

This document outlines the terms between Proa8ergices and its clients regarding:
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| try to ensure that this document is written ieagllanguage and with a minimum of technical terms.
These terms are not written in an attempt to sgaur rights but for us both to be formally awaféhe
expectations of our relationship.

Provision of services

Time scales

Where a time scale for a service has not been égnegriting and is not described as urgent it il
treated as not urgent and will be attended to iromy time, but | will make efforts not to cause
unnecessary delay. For smaller-scale serviced bitdn advise a time scale verbally and will malest
efforts to keep to this. If you feel you have beeacceptably delayed please bring this to my attentf
you would prefer that | perform a service withinatain time limit please inform me..

If further information, permission or other actisrrequired from you before a service can be staste
continued it is your responsibility to provide tlaisd you accept that a service may be delayedhpast
agreed time if this is not provided in a timely man

Quality of service

| always strive to provide a high-quality servioeai professional, prompt and friendly manner. Hray
time you feel that any service:

- is unprofessional or unfinished, or;
- has not been explained to your satisfaction or tstdeding, or;

- does not meet your required criteria or solve \gtated problem, or;
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has left you unhappy in any other way;
...please inform me so that | can address any cosice

Ad-hoc advice and support

If  am contacted ad-hoc for general advice | dbuswally charge for this; I'm always happy to $piea
my clients. Examples of suedvicewould be what to do with a suspicious email or howespond to an
error message.

If I am contacted for support then | usually chamgenormal feesExamples osupportwould be
troubleshooting an Internet connection or a fixangord processing program that is not starting.

| try to be a reasonable supplier and would noallgeharge for taking an occasional call with duic
questions! | do, however, reserve the right to ghanynormal feesat all times.

Provision of products

Time scales

Under some circumstances | may require pre-payivefotre ordering products in which case ordering
will commence when payment has been made in fallfands have cleared. Most suppliers deliver on
next business day terms so as long as paymentde pramptly you should not experience a lead tifne o
more than two business days from payment.

Anti-virus software

The term *virus” includes trojans, worms, spywaédware and any other maliciously-created computer
program.

| recommend Eset's NOD32 anti-virus system as mgreance shows it has a better prevention rate than
its competitors and has a lesser impact on thedspee resources of a computer. Fees quoted for Eset
NOD32 include provision of the software, licensestallation and technical support for NOD32 for the
license duration. You will receive a copy of yoigehse, user name and password by email for your
records. | do not supply a boxed or physical prgduee of the advantages of NOD32 is that | camplee
copy of the installation files with me at all times

I normally set-up NOD32 to automatically email rhé& encounters any problems, becomes out-of-date o
detects a virus. This procedure provides a subatambactive benefit for your computers. Although
strongly recommend this reporting feature it camlisabled if you require.

I do notcertify that NOD32 will prevent your computer frormus infection. | supply it with professional
opinion that it is the best anti-virus system aafalé, but no system can protect your computers from
every virus. The inclusive technical support doessimclude removing virus infections.

If you wish to cancel a NOD32 license 14 days ses lafter purchase | will supply a full refund. Affiet
days | will refund an amount proportional with #lepsed term of the license.

Warranty

If a product that Proactive Services supplied basetreturned to the manufacturer or supplier withe
warranty period, | charge only for postage andeliawg expenses at codormal feedo troubleshoot or
replace products under warranty are waived.

Complimentary support is offered for seven daysrgftirchase for “teething problems”, queries on how
to use products and at my discretion, additiontihvge installation for computer systems. All other
services or assistance will incuormal fees

Normal feesapply to all time and expenses for services odyxts that are out of warranty or not
supplied by Proactive Services.

Computer systems that are custom-built by Proa8amices have a minimum warranty term of one
year. The component parts that make up a compater differing warranty periods ranging from one to



five years and in some cases a lifetime warratitpf avhich | honour. General problems which aré no
attributable to any particular component will besiolered under a one year warranty.

Computer systems that are supplied, butondlt, by Proactive Services are excluded from the above
warranty policy but will be covered by their marctiaer guarantedlormal feesapply to all time and
expenses for services relating to such systems.

Unless stated otherwise | am the first point oftaonfor any problems. | warrant that any services
provided to install a product will be free fromans and if any are found will correct them without
additional charge.

In all instances your statutory rights are, of sanot affected.

Estimates and quotations

In this section a “document” will refer to a writteestimate, quotation or other written confirmation
such effect and “particulars” refer to the statezkf, time scales and other pertinent information
contained therein.

| reserve the right to chargermal feedor any documents; typically fees are only appf@dmore
complex documents. Where a valid date is not ptesea document it is valid for seven calendar days
from the date specified.

When a fee is stated verbally or in writing it rsesstimateunless stated asgaiotation

You agree that you understandestimate or use of the term, does not guarantee the piatgof a
service and the final invoice may not meet thengatie. If | provide auotationfor a service the fee will
not be more than stated unless the particularsteneged from the original specification.

If for any reason | believe that a service will eed any of its particulars by an unreasonable atrioun
will contact you before starting/continuing andlsgeur permission to carry on. You agree that ithis
done in keeping with good practise and may causessary delay to a provision. This may not be the
case where the prompt completion of a serviceiti€&rto your computer and when | cannot contamnt y
at short notice. Determination of the teexcesselating to the particulars will be at my discoetiunless
you wish to place a ceiling specifically, which mbe done in writing and before service commences.

If the particulars of a document are exceededreeapected to, | will:
- consult with you and supply an amended documeegjifiired, or;
- for estimatedservices increase the fee proportionately at regrdtion, or;

- if you wish, attempt to remove any changes andedghe remainder of the service entirely, returning
your computer to a state at least as functionélaas provided, and in all cases;

- charge an amount proportional with the final stdtevork.

As | provide emergency support to other clientsaymeed to delay a service to see to other cliargsnt
needs. You will not hold me responsible for anyssguences arising from a delay of this naturelll wi
not interrupt a service that is critical to youngauter while time is of the essence.

There are occasions in the computing industry whaeecannostopor undoa service and unknown
circumstances may arise during provision which exiteed the particulars of a document. You agrae th
you understand this and will take it into considierain the interests of preserving goodwiill.

Some services are dependent on the capabilitgjezifty and reliability of third parties, for exara@n
Internet Service Provider, and can be impacted fyos-quality service on the part of such partiesl|
not be held responsible for any breach of partrsutie to such failure.

If you believe that any factors or extenuating winstances have not been taken into account, or have
been discovered after a document has been issmedyilf inform me so that if necessary the document
may be amended. You will not allow me to providgeavice whilst you believe that | have not takechsu



matters into consideration. If | have not been maaare of such circumstances before or during\aceer
you will be responsible for any breach of particsila

Fees, invoicesand payment terms

I understand and will exercise my statutory rightliaim interest and compensation for debt recovery
costs under the late payment legislation if payneenbt made according to my terms. | also undedsta
and will exercise rights according to grossly unéaintractual terms and rights to representatividsoto
challenge said terms.

Normal fees

My standard feas £40.00 per hour rounded to the nearest fivautag This standard fee will typically
apply for services provided during my standard waglscheduleof 08:00 hours to 21:00 hours, seven
days a week excluding public holidays. Where fdadimay offer a fixed price for a service.

| offer areduced fe@f £30.00 per hour, rounded to the nearest fiveuthess, for certain services such as
remote assistance.

If out-of-schedule services are required emyended fees £80.00 per hour, rounded to the nearest five
minutes.

| chargetravelling feesof £10.00 per hour, rounded to the nearest fiveubeis and expenses at cost.
Journeys by bicycle incur a 10 minute preparatiwh 306 surcharge to account for wear and tear; gurn
times are calculated by mileage divided by an ayeespeed of 12mph. Travelling fees are appliedl to a
visits unless stated otherwise.

If you have been offered alternative fees in wgtihey supersede these terms.

If you can supply advance notice of services reggiout-of-schedule work | may be able to reduee th
extended fee.

Invoices and payment terms

As Proactive Services is not VAT registered alimyfinvoices are at nil VAT. | strive to run an aleev
board business - please do not ask for an invoieedusiness for services or products provideato y
personally.

Invoices may have individual payment terms butadherwise are payable 14 calendar days from invoice
date. An invoice is due for paymeon the day of issuand if the payment term elapses without full
payment | will charge you interest (statutory rat&% plus the current reference rate) and delotvesy
fees (£20.00 per invoice). If you repeatedly pag laou will be at risk of being required to pre-gay
services, charged higher rates or termination opoofessional relationship. If alternative paymismtns

are agreed these will not retrospectively applyntmices or other agreements.

| send invoices primarily by email as an Adobe AabPDF attachment. If you cannot view PDF files |
may offer to assist you with installing a PDF ragoi®gram. Invoices are considered delivered as 880
your email service provider accepts them from nryise provider. You are responsible for collecting
and reporting any problems with an invoice ondeas been delivered. If you wish to receive invoiogs
any other method (for example, postal mail) you tnmferm me before an invoice is issued.

Payment methods can be found at the footer of ieacice.

Payment is considered made when the entire inastaunt has cleared into my account or cash is
received. Payment isot considered made if a cheque is “in the post”alfipg by cheque you will ensure
they are sent in sufficient time for delivery anidl arrive with five working days for clearing. #ny
payment fails or is withdrawn, for example a bouhckeque, you will be liable for all costs incurtad
me as well as all time taken to reconcile with wod my bank at mgtandard rate

| enforce my payment ternssrictly but would rather not need to.

If payment is not made in person | will confirmvimiting when received. | am always happy to prowade



receipt if you require.

Contact details

| aim to answer any correspondence or voice messeysoon as possible. If you are trying to ged bbl
me urgently and are put through to my land-linesagmg service you may get a faster response by
contacting me on my mobile phone.

You can visit at my web site at http://www.proaeservices.co.uk/

When information or permission is requesieavriting this can be accepted by email (preferred) or posta
mail. When othecontactis requested this can be made in all of the fayatBned in this section. Please
keep in mind the unreliable nature of SMS (text sages). If you send an email feel free to use ridsad’
receipt” feature of your email program to confireceipt. | prefer to receive digitally signed email.

If you would like correspondence sent to you imgéartext or feel that | frequently use technicaine that
you do not understand or have any other difficatigresponding with me please advise me so.

By telephone:

Land-line telephone: 01730 268199
Mobile telephone and SMS: 07780 820660
Fax, by request please: As land-line

| strive to answer telephone messages within twodidVhen | am away from my office | divert all ¢hn
line calls to my mobile. You pay no extra telephaosts when this is in effect. Please use my larelds
your first point of telephone contact.

By email:

adam@proactiveservices.co.uk

| aim to answer email queries within two hours dgnmy standard work schedule.

If you wish to send PGP signed or encrypted emajlpublic key is available from
http://www.proactiveservices.co.uk/data/proactiveises adampiggott.asc

The key fingerprint is: 890A 060D 6B77 690A 407%68 EEE4 5576 D3EC 5C39

Do not download my key from public key serversavé never uploaded my public key so any such keys
should be considered invalid.

| prefer to receive PGP signed email so that llm@aassured of its authenticity. All email | senéPGP
signed. You will not send any confidential or séasiinformation (passwords, accounting progranadat
files etc.) by unencrypted email. You will not send email exceeding 10 megabytes in size withaat pr
consent.

By postal mail:

55 Sandringham Road,
PETERSFIELD,
GU32 2AB.

| aim to answer postal queries on the day of reéceip

Privacy and the Data Protection Act

Proactive Services (Computing) is registered asta Qontroller under the Data Protection Act (1997)
store your contact details and information abouwitrymmputer for administrative purposes. You are
legally entitled to request what information | halblout you, and | may apply a fee for this.

During the normal course of providing servicesvédaccess to or will view (inadvertently or
purposefully) information and files on your computewill of course keep this in the strictest ciolgince
and will not make any record or copy without yoansent. This may not be the case if you have



explicitly supplied the information, for exampleybu inform me of a computer's password | may récor
it for future reference.

If | keep a record of any information or a copyacfomputer file it is at all times held under stgron
encryption, access control and auditing and isre@¢cdeleted when no longer required, or if youues}
removal.

If I have any reason to believe that any of yofwrimation or files that | hold have been accessedrb
unauthorised third party | will contact you as s@srpossible and will provide you services freetafrge
to rectify any security-related consequences.

As part of a standard procedure | install a sétarfbleshooting and information-gathering programs
computer that | service. These prove invaluablheg can perform diagnostic procedures on a compute
without the need for a customer to follow lengthgtructions or type in complicated commands. | will
have these tools email me details about your coenmgfuipment, set-up and error reports when | first
service the computer and at other times when theseomputer and require them. | also install aatien
reporting tools which email me if critical partstbe computer fail. None of the details sent congaiy
personal information.

| keep secure, encrypted copies of all my busidass and files on a trusted supplier's computdeBys
for off-site backup purposes to mitigate againsadiass in the event that my premises or systeiffisrsu
catastrophic event. All data and files that | ha@darding your computers is included in this backup
system, excluding computer images. Only ProactemiSes can read this information. Neither the
supplier nor any other parties can read this in&irom.

I may keep a backup copy of all files and inforrmaton a computer system (a computer image) under
certain circumstances. Further details of thisragdull privacy policy is available at
http://www.proactiveservices.co.uk/privacy.html

I may keep a backup copy of all files and inforrmaton a computer system under certain circumstances
Further details of this and my full privacy polisyavailable at
http://www.proactiveservices.co.uk/privacy.html

Unlicensed softwar e

| do not condone the use or trade of unlicenseivaoé and will treat any such software as stolesdgp
reporting them to the relevant authorities. | woodd expect someone to take a computer program box
from the shelf of a store without paying and coesithis the same as using unlicensed softwareulf y
have unlicensed software and are making effortsrtajish to, promptly expunge any such items from
your computer then | will be happy to assist you.

Obtaining a copy, and changesto theseterms

These terms can be obtained by request or from efysite. Alterations to these terms may be notidied
the news page of my web site. If the terms or statés therein are subject to major change | wiltise
you a copy of them by email; if you do not disptite changes in writing within fourteen calendarsday
you will have accepted them.

Terms are available from: http://www.proactiveseed.co.uk/terms_personal.pdf

News, including alteration to terms: http://www.potiveservices.co.uk/news.htm

Accepting theseterms

Before | can provide any services or products tngmi to formally accept these terms. Please diyso
emailing me stating that you agree to the termbnauat in the “September 2008 revision 1” terms of
service”.



