
 

 
 

Koala Marketing​
Terms and Conditions 
 
These terms explain how Koala Marketing Limited (“Koala”, “we”, “us”) works with clients (“you”) across 
strategy, branding, design, copy, websites, content production, retainers, hosting and maintenance. 
The proposal, package brochure, booking confirmation or retainer agreement describes the particular 
work, fee and timetable. Please read both before accepting a booking. 

 

1  How an agreement is made 

Scope and order of documents 
We will describe the agreed services, deliverables, price, payment stages and any service-specific 
terms in a written proposal, booking confirmation or agreement. If those documents expressly vary 
these terms, the more specific written terms apply to that work. Changes to scope, dates or 
deliverables must be confirmed in writing. 

Acceptance 
An agreement begins when you accept the written proposal or booking confirmation by email or 
signature, complete any stated booking payment or onboarding requirement, or sign a contract. A 
verbal discussion alone does not reserve a project or shoot date. We may decline work that conflicts 
with our values or that we reasonably believe is unlawful or misleading. 

Information and approvals 
You must provide accurate instructions, timely feedback, usable materials, access and a person 
authorised to approve decisions. You are responsible for checking factual, legal, regulatory, price and 
product claims in your materials, and for obtaining specialist legal advice where relevant. We will 
exercise reasonable care and skill in our work. 

2  Fees and payment 

Project fees 
Unless the proposal says otherwise, project fees are paid 50% before work is scheduled, and 50% 
before the final deliverables are released, or the website is launched. Larger projects, usually above 
£10,000, may use three or four instalments if the proposal specifies their amounts and due dates. Fees 
for extra work are agreed before it begins, by quotation or an agreed hourly or day rate. Rates are 
shown in the proposal or can be requested, rather than these general terms. 

Content sessions 
Unless we waive it in the written booking confirmation, 50% of the session price is due to reserve the 
date. We may waive the advance payment at our discretion for an existing client. The remaining 
balance is invoiced after the session and payable before the finished files are released. The booking 
confirmation governs any variation. 
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Payment methods 
Invoices may be paid by bank transfer. Stripe card payment and Klarna may be offered on request 
and only where confirmed in writing. Ongoing retainers and hosting and maintenance plans are 
usually collected by recurring GoCardless Direct Debit. If an optional payment method lawfully carries 
a processing charge, we will disclose it before you choose that method. The charge will be shown 
before you authorise payment and, if you proceed, will be your responsibility to pay. No payment 
surcharge will be applied where prohibited, including to payments made with a personal consumer 
debit or credit card. 

Overdue payment 
We may pause work and withhold unreleased deliverables after giving reasonable notice while an 
undisputed invoice remains overdue. Where a late payment is a qualifying commercial debt, we may 
claim statutory interest and applicable recovery costs. A genuine dispute about part of an invoice 
does not excuse payment of the undisputed part. We will not delete a live website or client data solely 
because another invoice is unpaid. 

Third-party costs 
Travel outside the stated area, venues, models, stock media, fonts, printing, advertising spend, plugins, 
subscriptions and other third-party purchases are excluded unless expressly included. We will obtain 
your approval before incurring additional costs on your behalf. Provider prices and terms may change 
independently of us. 

3  Timing, feedback and changes 

Schedule 

Dates and completion estimates depend on prompt payment, materials, access, decisions and third 
parties. We will tell you about material changes to a timetable. Our regular agency working days are 
Tuesday to Thursday. We are closed for routine work and correspondence on Fridays; work outside our 
regular days is by prior agreement. Any agreed deadline will be set out in the proposal. 

For calculating a client feedback period only, “working day” means Monday to Friday, excluding 
bank holidays in England. This definition does not describe the agency’s opening days. 

Delayed input 
You must supply the items and consolidated feedback agreed for each stage by its stated date. A 
missed date may move the delivery date. If required input is still missing after 10 working days, we 
may release the reserved production slot and schedule the balance around existing commitments. 
After 30 calendar days without the required input, we may pause the project and agree a revised 
timetable before resuming. Amounts already due for completed stages remain payable. Material 
rework caused by delay or changed instructions will be quoted separately. 

Amendments and extra work 
An “amendment round” is one consolidated set of comments from the client decision-maker. A 
change to an approved direction, a new amendment round, new page, format, location, feature or 
concept is additional work unless the proposal expressly includes it. We will explain the cost or rate 
and obtain approval before doing chargeable extra work. Urgent work outside the agreed schedule 
may attract a separately agreed ‘rush fee’. 
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4  Design, copy and marketing work 

Process and proofing 
The proposal sets the included stages and deliverables. Larger graphic design work, such as 
brochures, event graphics and vehicle graphics, normally includes two consolidated amendment 
rounds unless agreed otherwise. You must proof text, names, contact details, dimensions, dates, 
prices and claims before approving publication or print. We remain responsible for carrying out our 
service with reasonable care and skill; approval does not remove rights that cannot legally be 
excluded. 

Marketing results 
Strategy, SEO, social and advertising work involves external platforms and changing audience 
behaviour. We will deliver the agreed services with reasonable care and skill but cannot guarantee 
rankings, leads, reach, sales, press coverage or a particular commercial result. Advertising spend and 
platform charges are separate unless stated otherwise. 

Campaign content, approval and handover 
Unless the proposal includes publishing or account management, we prepare strategy, graphics, copy 
or templates and hand them over through the agreed project workspace or by email for you to 
publish. You will nominate a person to give consolidated written approval. We will not publish a post, 
launch a campaign or send an email on your behalf without your express written instruction to do so. 
Late feedback or approval may move a planned publication date. Once approved work is handed over, 
you are responsible for scheduling and publishing it unless we have agreed to do that work. 

Paid advertising and platform accounts 
Where we assist with advertising, the proposal will state the setup, creative, management and 
reporting included. You approve the budget and normally pay Google, Meta or another platform 
directly through your own account and payment method; we do not ordinarily receive or hold your 
advertising budget. You will give us suitable delegated access. Where reasonably possible, advertising 
and analytics accounts we set up for you will be held in your name, with reasonable access and 
information handed over at the end of our work. Platforms control their own billing, policies, delivery 
and availability. 

Email marketing 
Where we build or send an email campaign for you, you are responsible for the lawfulness and quality 
of your contact list, required notices and permissions, suppression and unsubscribe arrangements, 
and the accuracy of your offer and claims. We will prepare the agreed content and exercise 
reasonable care with any platform settings in our scope. We will not send the campaign until your 
authorised contact has approved the final version and expressly instructed us in writing to send it. 

Brand clearance and claims 
Unless expressly included in the proposal, creative research or a basic name search does not amount 
to legal trade mark clearance, registration or a guarantee that a proposed name, logo or slogan is 
available for use. You decide whether to commission specialist clearance and registration before 
launch. You will provide accurate evidence for factual, comparative, testimonial, environmental and 
regulated-sector claims and approve their final wording. We will use reasonable care in drafting and 
raise concerns we identify, but your approval does not remove our obligation to perform the agreed 
service with reasonable care and skill. 
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Print and suppliers 
Print specifications and proof approval are agreed before an order is placed. Colour, stock, quantity 
tolerances and delivery dates may be affected by the printer’s terms and production process. We will 
pass on relevant supplier conditions before you approve an order. 

5  Photography and video sessions 

What is included 
The package brochure or written booking confirmation sets the shoot duration, location, planning, 
quantity and type of finished images, clips or videos, selection process, delivery format and timetable. 
Extra locations, time, assets or edits are chargeable when agreed in advance. We cannot promise any 
individual unscripted moment or shot, particularly where access, weather, participants or safety 
affects the session. 

Booking and date changes 
The advance payment reserves a date. With more than 48 hours’ notice, you may request one change 
and apply that payment to an available replacement date agreed with us. A change requested with 
less than 48 hours’ notice may require a further booking payment. If you cancel and do not rebook, 
we may retain a reasonable amount reflecting our work, committed costs and loss caused by the 
cancellation, subject to your applicable legal rights. We will assess the amount fairly rather than 
automatically treating every advance payment as forfeited. 

Weather and inability to shoot 
For a weather-dependent session, we will discuss whether conditions make the agreed work 
impractical and arrange a replacement date without a further booking payment where appropriate. If 
we cannot deliver the session, we will offer a mutually suitable new date or refund sums paid for the 
undelivered session. Neither party is expected to proceed where doing so would be unsafe. 

Selection and delivery 
Where applicable, we may provide a private proof gallery through Pic-Time or a comparable service 
for you to choose the images included in the package. Proofs may be unedited and are for selection, 
not publication or download unless we say otherwise. Finished photographs are supplied in 
high-resolution and, on request, web-ready formats; selected finished files may be delivered through 
the gallery or another agreed channel. Gallery access is a delivery method, not a promise of 
permanent online storage. Short b-roll clips are delivered via WeTransfer as trimmed usable clips in 
the format agreed. 

Video revisions and source files 
A finished video includes one consolidated round of minor amendments unless the package says 
otherwise. A new concept, substantial recut or additional version is chargeable. RAW photographs, 
camera footage and editable video project files are not included unless expressly agreed. Any supply 
of these files is subject to a separate scope and fee where applicable. 

People, places and permissions 
You are responsible for notifying participants and securing appropriate permissions for filming, 
photography and the intended uses, including permissions from parents or guardians where 
required. Tell us before the session about anyone who must not be captured, any restricted area and 
any venue rules. For settings involving children or vulnerable people, we can agree a written shoot 
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brief or release process if requested. We will follow agreed restrictions that are clearly communicated 
to us. 

Our portfolio 
Subject to applicable privacy rights and agreed confidentiality or safeguarding restrictions, you 
permit us to identify your organisation and show finished work in our portfolio, website, proposals and 
social channels. We will ask before publishing identifiable people where permissions or context are 
uncertain, and will respect any specific written restriction agreed before the work begins. 

6  Websites and digital projects 

Build scope 
The proposal defines the sitemap, pages, content responsibilities, functions, third-party integrations 
and supported launch requirements. Additional pages, functionality, migrations, extensive content 
entry, legal policies and third-party configuration are outside the agreed price unless specifically 
included. 

Access and client systems 
You will provide appropriate administrator or delegated access, domain and provider details, content 
and approvals in time for the build. Please use secure sharing where possible. We will take reasonable 
care with access entrusted to us and will not knowingly change unrelated services. Domain 
registration and renewal remain your responsibility where the domain is in your name, unless we 
explicitly agree to manage them. 

Review, sign-off and launch 
We will invite you to review the completed build against the agreed specification. One consolidated 
full round of website amendments is included unless the proposal says otherwise. We will discuss 
requests that cannot reasonably be implemented within the agreed scope and explain options. Your 
written approval confirms the agreed launch content and timing. The final project payment must 
clear before launch or handover. Additional work after approval is quoted or delivered under an 
applicable care plan; this does not remove any legal right to remedy work that was not carried out 
with reasonable care and skill. 

Third parties and ongoing performance 
Websites rely on hosting, themes, plugins, browsers, devices, security updates and external services. 
We test the agreed build on current commonly used devices and browsers at launch, but cannot 
guarantee uninterrupted service or future compatibility with every third-party change. Future 
updates, troubleshooting or development are covered only to the extent stated in a care plan or 
separate quote. 

Design credit 
Where we design and build a website, you agree to retain a small, unobtrusive “Website designed by 
Koala Marketing” credit in its footer while our original design substantially remains in use. A later 
maintenance provider may identify its own contribution but should not replace our design credit with 
wording claiming it designed our work. If the site is substantially redesigned, the parties may agree 
an appropriate change to attribution. 
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7  Retainers 

Monthly service 
The retainer agreement states the monthly fee, included hours or services, priorities, billing date and 
any specific exclusions. Retainers are generally collected in advance by GoCardless Direct Debit. Work 
is planned by mutual agreement and depends on availability; an unrequested task is not 
automatically delivered simply because time has been purchased. 

Hours and extra work 
Unused hours expire at the end of the applicable monthly billing period and do not roll forward 
unless the individual agreement expressly says otherwise. Full website builds, structural development 
and standalone brand or larger scale marketing projects are excluded unless included in writing. We 
will obtain approval for work beyond the monthly allocation and agree a separate quote or applicable 
hourly rate before it begins. 

Changing or ending a retainer 
Either party may change or end a rolling retainer by written notice via email. At least 30 days’ notice is 
required, and the arrangement ends at the close of the following calendar month, so notice given in 
September normally produces an end date of 31 October. The final scheduled monthly fee remains 
payable, as do approved extra charges. Any alternative arrangements in a signed retainer agreement 
take precedence. 

8  Hosting and maintenance 

Care plan 
Our standard website hosting and maintenance plan is currently £50 per month, where quoted at 
that rate and usually collected in advance by GoCardless. It includes hosting, routine backups, 
updates, security monitoring and up to 30 minutes of small content edits per billing month. The 
monthly time may be used for minor copy or image changes, staff details or uploading up to two 
client-supplied blog posts, provided the total work fits within 30 minutes. Unused time does not carry 
over. 

What needs a quote 
Structural design or development, new pages, complex troubleshooting, content writing, major 
image editing, migrations and work taking more than the included monthly time are quoted 
separately or charged at an agreed rate. Third-party licences and domain renewals are included only if 
the written plan says so. Maintenance reduces risk but cannot guarantee that a website will never be 
unavailable or compromised. 

Ending and handover 
Either party may end the rolling plan by email with at least 30 days’ notice, effective at the end of the 
following calendar month unless the written plan says otherwise. You should arrange replacement 
hosting and migration within that notice period. We will provide reasonable existing account and 
website information needed for an orderly handover, subject to security and payment of sums 
properly due. Substantial support for your new provider, bespoke exports or hands-on migration is 
separately quoted. Provider backups are part of routine service and are not a promise that we will 
deliver a standalone migration backup without agreement. We will agree any required transfer or 
end-of-service steps before hosting ceases. 
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9  Ownership and use 

Your materials 
You retain ownership of materials you supply and confirm that you have the rights and permissions 
needed for us to use them for the agreed work. You are responsible for any restrictions attached to 
your supplied content. We may use them only to carry out the services and as otherwise expressly 
agreed. 

Finished deliverables 
Once all amounts due for a deliverable are paid, you receive a perpetual, worldwide licence to use and 
adapt the finished work for your own business across your website, social media, email, advertising 
and print, subject to any stated third-party restrictions. A proposal may expressly assign ownership of 
specified final brand assets after payment. Preliminary concepts, unused designs, methods, templates 
and know-how remain ours. Neither party gains ownership of the other’s pre-existing or project 
management materials. 

Working and editable files 
Standard delivery includes the agreed finished file formats, such as PDF, JPEG or PNG. Illustrator, 
InDesign and Photoshop source files, packaged artwork, RAW captures and project files are not 
included unless agreed at the outset or subsequently quoted. Where an editable Canva template is 
the agreed deliverable, we will provide the relevant template link subject to Canva’s own terms. 

Third-party licences 
Stock images, fonts, music, software, plugins and other licensed materials remain governed by their 
suppliers’ terms. We will explain any material use restriction known to us for assets supplied as part of 
the agreed deliverables. You must not assume a licence grants unrestricted resale or transfer. 

10  Confidentiality, data and subcontractors 

Confidentiality 
Each party will use the other’s confidential business information only for the agreed work, protect it 
with reasonable care and disclose it only to people who need it for delivery, or where required by law. 
This does not cover information already public through no breach or lawfully obtained elsewhere. 

Personal data 
Each party will comply with applicable data protection law in its role. Where we process personal data 
solely on your documented instructions, the parties will put in place any required controller–processor 
terms covering the purpose, duration, security, subprocessors and return or deletion of data. Your 
privacy notice, lawful basis, marketing permissions and participant information remain your 
responsibility where you determine their purposes and use. 

Subcontractors 
We may use suitable freelance specialists and suppliers to deliver agreed services while remaining 
responsible for managing their work under our contract with you. We will take reasonable steps to 
protect confidential information and personal data shared for that purpose. 
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11  Ending a project and responsibility 

Project cancellation 
Either party may give written notice of cancellation by email. We will invoice for work carried out and 
approved third-party costs incurred up to the effective end date. Any booking or stage payment will 
be accounted for fairly against work performed and reasonable direct loss arising from cancellation, 
taking into account sums recovered by filling reserved time where practical. Consumer cancellation 
rights, where applicable, take precedence over this clause. 

Problems and remedies 
Please tell us promptly in writing if a deliverable does not meet the agreed specification so we can 
investigate and, where appropriate, put it right. We do not exclude liability that cannot lawfully be 
excluded, including liability for fraud, death or personal injury caused by negligence, or mandatory 
consumer rights. Any other proposed liability limit should be agreed in the specific contract after legal 
review rather than assumed from the broad exclusions in our older terms. 

Events outside control 
Neither party is responsible for delay caused by events reasonably outside its control, provided it 
informs the other promptly and takes reasonable steps to reduce the effect. The parties will agree a 
revised timetable or a fair way to end the affected work if performance remains impossible. 

Consumer cancellation rights 
If you are an individual acting outside your trade or business and enter a distance or off-premises 
contract, you may have a statutory 14-day cancellation right for services. We will provide the required 
pre-contract information. If you expressly request that we begin during that period and then cancel, 
you may owe a proportionate amount for work supplied up to cancellation, where the law permits. 
Nothing in these terms limits those rights. Business clients do not acquire consumer rights merely 
because they book by email. 

Updates and governing law 
We may update these terms for future bookings. An update does not retrospectively change an 
existing agreement without both parties agreeing. The laws of England and Wales govern the 
agreement, subject to any mandatory rights that apply to you. 

Contact 
Koala Marketing Limited 

Company number 11903336 

hello@koalamarketing.co.uk 

www.koalamarketing.co.uk 
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