

SupportWays Ltd — Terms of Service (Terms & Conditions)

1. Introduction

These Terms of Service (“Terms”) govern the provision of services by SupportWays Ltd (“we”, “us”, “our”) to clients, local authorities, agencies, private individuals and other third parties (“you”, “client”). By instructing SupportWays to provide services you agree to these Terms.

2. Our services

SupportWays provides non-medical, trauma-informed family support services including (but not limited to):
· Supervised family contact;
· Welfare checks (announced & unannounced);
· Short-term emergency response & sit-in support;
· Supervised transport;
· Mentoring & wellbeing sessions;
· Respite and cover for residential settings;
· Support for looked-after children and casework support.

We do not provide personal care or domiciliary nursing. If a service requires regulated personal care, we will confirm whether CQC registration is required, currently, SupportWays is not CQC registered for personal care services.

3. Booking & referral

· Services must be booked via email info@supportways.co.uk, phone 020 8064 3484, or via an approved referral route (local authority portal).
· Referrals must include relevant information (contact details, safeguarding/court orders, risk assessments, medical needs, and any consent forms). We will not accept referrals that do not provide essential safeguarding information.

4. Eligibility & checks

· All adults and professionals booking services must confirm they have authority to commission the service.
· For private placements, we require proof of parental responsibility or legal authority where appropriate.
· We conduct suitability checks for all staff and subcontractors: DBS (as applicable), references, training and identity checks. We will confirm to commissioners that relevant checks are in place, without disclosing confidential DBS details.

5. Fees, payment & cancellations

· Fees are set out in our Service Fee Schedule. A written or emailed quote will be provided before services commence.
· Invoices are payable within the agreed payment terms (typically 30 days unless otherwise agreed). Late payments may incur interest and/or suspension of services.
· Cancellation policy: unless otherwise agreed, cancellations within 48 hours of the scheduled service may incur the full fee. Short notice emergency changes will be charged at our discretion.

6. Staff & coverage

· Services are delivered by trained, self-employed support workers engaged under contract. We will provide suitably qualified staff to meet the agreed service specification.
· We will provide cover for planned absences where possible; emergency cover will depend on availability. We will inform the client of any changes to allocated staff.

7. Safeguarding & confidentiality

· Safeguarding: we have a legal and moral duty to safeguard children and adults at risk. We will share information with statutory agencies if we believe someone is at risk. Our staff follow our Safeguarding and Lone-Working policies.
· Confidentiality: we keep client information confidential, sharing only with authorised third parties as required for service delivery, safeguarding, or legal obligation. We may use anonymised information for internal reporting and service improvement.

8. Data protection

· We process personal data in line with our Privacy Policy (above). By instructing us you consent to the necessary processing of personal data for service delivery and compliance.

9. Complaints & quality

· We aim to deliver a professional service. If you have a complaint, please email info@supportways.co.uk or call 020 8064 3484. Complaints will be acknowledged within 5 working days and investigated promptly. Outcomes and remedial action will be communicated in writing.

10. Liability & insurance

· We hold appropriate public liability and professional indemnity insurance. Copies of insurance certificates are available on request.
· Our liability for direct loss arising from our negligence is limited to the value of the contract or a sum equal to our insurance cover (whichever is lower). We are not liable for indirect, consequential or economic losses, except where required by law.

11. Cancellation or suspension by SupportWays

· We may suspend or terminate services if: fraud or criminality is suspected; payment is not made; safeguarding concerns arise; the safety of staff is at risk; or legal/regulatory reasons prevent service. We will provide notice where practicable.

12. Subcontracting & third parties

· We may engage subcontractors (other specialist providers) to fulfil parts of the service. Where we do so, we remain responsible for overall service quality and compliance.

13. Intellectual property

· All materials, reports and documents produced by SupportWays remain our intellectual property unless otherwise agreed. You are licensed to use documents provided for the purpose of the commissioned work only.

14. Amendments

· These Terms may be updated from time to time. We will publish revised versions on our website. For ongoing contracts, changes will be notified in writing with a reasonable notice period.

15. Governing law & jurisdiction

· These Terms are governed by English law and the courts of England and Wales have exclusive jurisdiction.

16. Contact & notices

SupportWays Ltd
95 Mortimer Street, Oxford Circus, London W1W 7ST
Tel: 020 8064 3484
Email: info@supportways.co.uk

