Terms and Conditions — Cairns Supreme Cleaning

1. Purpose and Scope
This document outlines the terms and conditions under which Cairns Supreme Cleaning provides residential and
commercial cleaning services, including support delivered under the National Disability Insurance Scheme
(NDIS).
These terms apply to:

e NDIS participants (self-managed and plan-managed)

e  Private individuals

e  Commercial clients and businesses
All services are delivered in line with:

e The National Disability Insurance Scheme Act 2013

e Australian Consumer Law (ACL)

e The Privacy Act 1988

e Work Health and Safety (WHS) laws and relevant Codes of Practice

2. Our Responsibilities
Cairns Supreme Cleaning agrees to:
e  Provide services with care, skill, and professionalism
Communicate openly, honestly, and in a timely manner
Deliver services tailored to the agreed scope
Protect client privacy and personal information
Comply with applicable legislation and standards
Notify clients of delays, cancellations, or changes
Maintain accurate service records and invoices
Provide support within the boundaries of available NDIS funding or agreed private budget

3. Client Responsibilities
Clients (or their authorised representatives) agree to:

e  Provide accurate and up-to-date service details

Ensure the premises is safe and accessible

Secure pets, valuables, and hazardous items

Notify us of any changes to access, risks, or needs

Inform us of any pre-existing property damage or faulty fixtures

Pay invoices in full within 7 days of issue

For NDIS clients: inform us of changes to plan status or fund management

4. Services and Bookings

e Services are provided based on availability and agreed schedules.

e Any additional tasks, services, or time not pre-approved may be charged separately.
e Awritten quote or schedule of supports may be provided as Attachment 1 (if applicable).
[ ]

Services delivered under NDIS will be billed in accordance with the current NDIS Pricing Arrangements
and Price Limits.

5. Cancellations and No-Shows
e Cancellations require at least 2 business days’ notice for services under 8 hours or under $1,000.
e  Services over 8 hours or over $1,000 require at least 5 business days’ notice.
e  Short-notice cancellations may be charged at 100% of the service fee, in accordance with the NDIS
Pricing Guide and Cairns Supreme Cleaning’s business policy.
We reserve the right to cancel services if:
e  The environment is unsafe or unsanitary
e Access is restricted
e Repeated cancellations disrupt scheduling

6. Payments and Pricing
e Pricing is based on our standard rates or the NDIS pricing table.
e Invoices must be paid in full within 7 calendar days.
e Overdue invoices may incur a 10% administration fee and be referred to a debt recovery service.
[ ]

Additional costs (e.g. specialised cleaning, excessive mess, or hazardous material removal) will be
communicated and billed separately.



e Travel surcharges may apply based on distance and availability.

7. Refunds and Service Guarantee
Due to the subjective nature of cleaning, refunds are not available. Any service issues must be reported within 24
hours. If a valid issue is reported:

e  Cairns Supreme Cleaning may return once to resolve the concern at no cost

e Refunds or further reattendances are not guaranteed unless gross negligence is proven

8. Damages and Liability
We take reasonable care while cleaning your property. However, Cairns Supreme Cleaning is not responsible for
damage caused by:

e Pre-existing wear and tear
Unsecured items (e.g., pictures, mirrors, shelving)
Improperly installed fittings (e.g., shower doors, faucets, toilets)
Fragile or unstable items
Defective plumbing, wiring, or structural issues

e Damage revealed as a result of cleaning
All damage must be reported within 24 hours of service. We reserve the right to inspect and determine the cause.
We may, at our discretion, offer to repair or replace items if damage is clearly caused by our staff and not
excluded above. We are not legally obligated to compensate unless gross negligence is proven.
High-Value and Sensitive Items: High-value or sensitive items, including but not limited to televisions, ovens,
stovetops, glass panels, ceiling fans, exhaust fans, and windows, must be disclosed before service. Cairns
Supreme Cleaning is not liable for any damage to these items unless gross negligence is proven. Clients must
ensure these items are secure, properly installed, and safe to clean.

9. Definition of Gross Negligence
Gross negligence refers to a reckless disregard for reasonable care that results in serious and avoidable
damage. It does not include:

e Minor mistakes

e Reasonable human error

e Accidental damage

e Incidents resulting from client-provided conditions or materials

10. Client-Provided Chemicals or Equipment
Where a client provides their own cleaning materials or equipment:

e Cairns Supreme Cleaning accepts no liability for damage, staining, or failure of those items
e The client takes full responsibility for ensuring they are safe, suitable, and properly labelled
e Use of these materials is at the client's risk, and any claims arising from their use are waived

11. Fixtures, Plumbing, and Glass
Our team is not licensed to inspect, test, or repair plumbing, electrical, or structural fittings. The client is
responsible for ensuring that:

e  Shower screens, glass doors, and fittings are secure

e Toilets, taps, and drains are properly maintained

e Known faults are disclosed before cleaning
We are not liable for damage or flooding caused by defective installations.

12. Workplace Health and Safety (WHS)
e  Our staff may conduct a risk assessment before starting work
e We may refuse or abandon service if conditions are deemed unsafe
e  Clients must maintain a smoke-free, hazard-free environment
e  Our cleaners are not expected to handle syringes or biohazards

e We do not provide wet floor signs the client is responsible for keeping others safe after cleaning
Cairns Supreme Cleaning is not responsible for injuries to residents, pets, or visitors who enter a recently
cleaned or hazardous area.

13. Photos and Service Records
o We may take before-and-after photos to document service delivery
e These may be used internally for training, quality assurance, or compliance
e  For marketing purposes, non-identifiable images may be used
e Clients may opt out by notifying us in writing prior to service

14. NDIS Funding Periods



(For applicable clients from 19 May 2025)
The NDIS may release funds in set “funding periods” (e.g. quarterly), meaning only part of the total plan budget is
accessible at a time.
Clients agree that:
e |tis their responsibility (or their Plan Manager’s) to confirm available funds within the current funding
period
o |fthe NDIA declines a claim due to insufficient or locked funds, the client remains liable for payment
o  We will not deliver services on credit or assume financial risk for NDIS billing outcomes

15. Force Majeure Clause
Cairns Supreme Cleaning is not liable for any failure or delay in performing obligations due to events beyond our
control, including but not limited to:

e Natural disasters (e.g., floods, cyclones)
Health pandemics

Staff iliness

Utility failures

Road closures or other access restrictions

16. Indemnity Clause
The client agrees to indemnify and hold harmless Cairns Supreme Cleaning, its staff, and contractors from any
claims, demands, damages, or legal expenses arising from:

e The actions of third parties

e Unsafe property conditions

e Failure to follow safety instructions or obligations set out in this document

17. Non-Solicitation Clause
Clients agree not to directly hire or solicit Cairns Supreme Cleaning staff or subcontractors for personal or
external employment during their engagement and for a period of 6 months following the conclusion of services.

18. Dispute Resolution Clause
If a dispute arises between Cairns Supreme Cleaning and the client:

e Both parties agree to attempt informal resolution within 14 days
e If unresolved, both parties agree to engage in professional mediation before initiating legal action

19. Property Access and Entry Disclaimer

Cairns Supreme Cleaning is not liable for missed appointments or delays where we are unable to access the
premises due to locked doors, alarms, absent occupants, aggressive pets, or unclear instructions. Missed
appointments may incur a call-out fee.

20. Post-Service Responsibility Disclaimer
After a service has been completed, it is the client's responsibility to ensure:

e Thatrecently cleaned surfaces are dry and safe
e That ventilation is provided where chemicals or moisture were used

e That all residents or guests are advised of potential hazards
Cairns Supreme Cleaning is not liable for any injury, staining, water damage, or mould development that occurs
after we leave the premises.

21. Service Exclusions
Cairns Supreme Cleaning does not provide:

e Heavy lifting or furniture moving

Disposal of client rubbish or waste off-site

Cleaning of bodily fluids, biohazards, or hazardous waste
High-risk ladder use beyond 1.8 metres

Pest control or removal of animal waste
If these services are required, they must be arranged separately through appropriate providers.

22. Termination of Services
This agreement may be terminated by either party:
o  With 14 days' written notice, or
e Immediately, in cases of:
e Abuse or unsafe behaviour toward staff
e  Serious WHS risks
e Unpaid or overdue invoices



e Breach of terms
A new agreement may be required if service needs or funding methods change significantly.

23. Limitation of Liability
e Cairns Supreme Cleaning’s total liability is limited to the extent permitted under law
e We do not accept liability for:
¢ Indirect or incidental loss
e Financial loss due to denied NDIS claims
e Any injury, iliness, or damage resulting from client error or unsafe premises
e This agreement is governed by the laws of Queensland, Australia

24. Digital Acceptance

By engaging our services — including through verbal booking, online request, phone call, email confirmation,
invoice payment, or referral — the client confirms acceptance of these Terms and Conditions in full.

25. Acknowledgement
By engaging our services, you agree that:
e You have read and understood this agreement
e You accept all responsibilities and conditions stated above
e You release Cairns Supreme Cleaning from liability except where required by law



