Tranquil IT General Working Terms and Conditions
Introduction and definitions
At Tranquil IT our goal is to produce scientifically designed, intuitive IT solutions which offer
our clients the competitive advantage in business. We aim to provide the highest level of
support for both our own hardware range and for any other types of IT hardware our
customers require, leaving them free of the frustration and financial burden associated with
traditional IT solutions.
The following general terms and conditions set out some important things we would like to
make you aware of when purchasing goods or services from Tranquil IT.
Definitions
‘You’ and ‘Your’ refers to the customer as the purchaser of goods or services from Tranquil
IT.
‘We’, ‘Us’ and ‘Our’ refers to Tranquil IT.
‘Fusion’ means the Tranquil Fusion desktop, server or storage node that has been custom
designed by us.
Quotes
1.All quotes provided are an estimate of the minimum costs based on the initial information
provided by you. We will not proceed to undertake any works or provide any services
until you have accepted the quotation, which will be provided via email.
1.Where costs are likely to exceed those quoted and further works are required, you will be
advised by us. Further works will not take place without your permission, unless these
works are critical to your system in which case, we might proceed without first seeking
your permission. If such an instance should arise, we will inform you as soon as
possible. In these circumstances you accept that you will be liable to pay for these
works.
1.Where further works or materials are required you will be sent a revised quotation via
email and works will not continue until you have accepted the revised quote.
1.If the works require a call out to site, a call out charge will be included within your
quotation.
1.If your site is outside our area of coverage you may also be charged additional costs to
cover travel, these will be included within your quotation. Travel costs will be applied
where your site is outside of the 30-mile radius.
1.All goods and software must be paid for in full before shipping and remain the property of
Tranquil IT Solutions (South) Ltd until this time. Any works that require goods for
completion will not be scheduled until cleared funds for prerequisite goods are received
in full. Any labour time will be invoiced separately in accordance with the customers
individual account terms.
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Hardware repairs
2.1. We will keep in regular contact with you when you bring in your hardware for repair by
us, providing any updates using the method of communication that you chose when your
hardware is dropped off.
2.2 All hardware repairs will be subject to an initial diagnosis by our helpdesk engineers.
Where further faults are found beyond those initially reported you will be contacted by us to
discuss how you would like to proceed.
2.3 You will be sent a quote for any hardware faults requiring replacement hardware or
additional labour time. No works will be undertaken until you have approved the quote. All
hardware must be paid for in advance of us placing any orders.
2.4 Payment for hardware repairs should be made upon collection. We can accept payment
by cash, cheque, credit/debit card or online transfer. We reserve the right to retain your
hardware until full payment has been received.
2.5 Prior to works being undertaken, we will duplicate the data on any storage devices such
as solid-state drives and hard drives to lower the risk of potential data loss. Backed up
copies of your data taken for the purposes of hardware repair will be kept for a period of 30
days following completion of works. This allows you to confirm all data is in place and for any
missing data to be restored. After this time the data will be automatically deleted. Backed up
copies of your data will be encrypted and only accessible to the engineering staff.
2.6 You must inform us of any missing data within 30 days of your hardware repair. We will
not be liable for any missing data after this date and will not be able to recover your data
once we have deleted cloned data.
2.6 You recognise that labour works undertaken by us might void any valid warranty and that
disassembly of the hardware may pose the risk of further hardware faults. In the event that
such a fault arises, our liability will be limited to
Hardware and software purchased through Tranquil IT Solutions
3.1 You can purchase hardware and software through Tranquil IT Solutions. We are able to
supply you with hardware from third party suppliers as resellers of those products, or we can
supply you with custom built hardware that has been designed by us such as the Fusion
Desktop, Server and Storage Nodes.
3.2 All hardware purchased through Tranquil IT Solutions must be paid for in advance. Once
payment has been received your hardware will be ordered.
3.3 If you wish to order hardware from Tranquil IT please send an email to
purchasing@tranquilit.net or ensure that any requests to individual members of staff are also
copied to purchasing@tranquilit.net.
3.4 If you wish to purchase a custom-built server then you should give us at least four
weeks’ notice of your specification in advance of your required installation date so that we
can provide you with a quote and source the required components. Please send any
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enquiries regarding custom built servers to info@tranquilit.net and
purchasing@tranquilit.net.
3.5 Hardware that is purchased and provided by third party suppliers will be subject to the
terms of warranty provided by that supplier.
3.6 If you have been provided with a quote for hardware that is needed to complete a
project, an invoice will be supplied once you have accepted the quote and once payment
has been received your product will be ordered.
3.7 Tranquil Fusion desktops have a 3-year return to base warranty. Any issues experienced
with the Fusion desktop should be reported to support@tranquilit.net or by telephoning
[insert number] immediately.
3.8 All software purchased through us should be kept up to date. Software issues should be
reported to support@tranquilit.net. If you do not have a support contract, then a charge will
be applicable.
Response Times
4.1 When you contact us to raise a support issue (whether by telephone or email) we will
aim to respond to you within the timeframes set out in your support contract and always
within 45 minutes.
4.2 When we contact you about your issue, we will also give you an estimated time for
completion/ resolution of your issue.
4.3 We will always aim to ensure that your ticket is completed within the estimated
timeframe, however, if there is any further work required, we will always contact you first to
make sure that you are kept up to date.
Website design
5.1 When you enter into an agreement for web design services with us, we will provide you
with a contract for services that will set out the design schedule and project proposal. Key
terms that we need to make you aware of are set out below.
5.2 You will be responsible for providing the web designer with the relevant information,
content and materials required to meet the milestones and timescales for delivery set out in
your agreement. Any delays in providing this information will result in a day to day delays
and could result in a delay to the delivery of the overall project. You should make all
reasonable effort to provide the relevant requested content within 2 working days.
5.3 Payment should be made within 30 days of date of the invoice. Any delays to payment
will result in further delays to the web design project. Payment rates will be set out and
agreed in the web design contract. You will be billed in instalments when the agreed design
milestones are met.
Liability
6.1 Tranquil IT accepts no liability in respect of problems that we are unable to remedy due
to factors outside of our control. This includes and is not limited to; failure to keep software
and operating system up to date, age and specification of your hardware and software,
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failure to provide the relevant discs, drivers and licences and lack of access to third party
software.
Termination/ Cooling off period
7.1 If you change your mind about any of our services you will have 14 days to cancel the
contract. The 14-day period will begin the day after the contract is signed.
7.2 If you change your mind about any hardware that you have purchased you will have 14
days to return the item to us. The 14- day period will begin the day after the hardware is
received.
7.3 If you change your mind about any software that you have purchased (such as office365
or anti-virus software) you will be able to cancel the subscription; however, this will depend
on the duration of the subscription that you have signed up for. If you purchase an annual
subscription, this will be charged up front and will be non-returnable, however, this can be
cancelled so that the subscription does not renew. Monthly and quarterly subscriptions can
be cancelled but you will be charged for the full period that you have used the product e.g. if
you cancel after 14 days you will still be charged for the full month. You should inform us as
soon as possible if you wish to cancel any subscription services.
Payment terms
8.1 Where we provide you with monthly services you such as anti- virus, DSL lines, IT
support or office365 you will receive an itemised bill on a monthly basis. Payment will be due
within 30 days of the invoice date.
8.2 Payments that are made by any method other than direct debit will incur a monthly fee of
£3 which will be automatically added to your bill. This is to cover the administrative costs of
processing payments and chasing up outstanding debts.
8.3 Payment by direct debit will not incur any additional charges.
Cancellation of services
9.1 If you wish to cancel your support contract you should give us at least 90 days’ notice in
writing. This can be sent to legal@tranquilit.net or you can send a letter to Tranquil IT
Solutions, 5 High Street, Bishops Stortford, Herts, CM23 2LS. Upon termination we will send
a letter setting out the impact of cancellation on any remaining services.
9.2 If you wish to cancel any other services such as Anti-Virus, Office365 or NextCloud you
should give us at least 30 days notice in writing. This can be sent to legal@tranquilit.net or
you can send a letter to Tranquil IT Solutions, 5 High Street, Bishops Stortford, Herts, CM23
2LS. You may be liable for any outstanding charges at the time of cancellation, Tranquil IT
will notify you upon cancellation of any outstanding fees due.
Making a complaint about our services
10.1 All complaints should be raised in writing and sent to complaints@tranquilit.net. Our
complaints team will investigate and provide a written response within 30 days setting out
our findings and the outcome of your complaint.
10.2 If our response is not to your satisfaction, your query will be referred to a director of
Tranquil IT for further investigation. A written response will be provided with 30 days.
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Hardware Recycling Policy/ Green Policy
11.1 All hardware which we are asked to dispose of will be recycled where possible.
11.2 Plastic parts will be removed and if possible, taken for recycling. All metal parts and
screens will be stripped down and taken to Stort-Mill Recycling in Harlow Essex for
responsible recycling. Where possible we will endeavour to re-use functional aging
technology, except in cases where usage of such hardware represents a significantly higher
energy drain than would be the case with modern equivalent technology.
11.3 Where possible, all of Tranquil IT Solutions vehicles will be fuel efficient, hybrid or full
electric vehicles.
11.4 All cardboard and packaging will be recycled (where materials are recyclable) or will be
reused when possible for customer orders.
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