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HAT Group Service Expectations

This document sets out how we deliver our services to you and our expectations of you to ensure
we meet the highest standards. It forms part of our Terms of Business and our contract with you.

Your responsibilities
We appreciate that your requirements and timescales may change. If they do, please contact
us as soon as possible and we will always endeavour to offer practical solutions. However, we
do have to maintain cancellation policies and reserve the right to make a charge under the
following circumstances:

Training

All cancellations and postponement requests must be made in writing to hat@hatgroup.co.uk.
Please ensure you keep a read receipt. Course fees are invoiced on booking or following
attendance, as specified in your course confirmation.

Training - In house courses

The full agreed fee is payable if you cancel or postpone the course with less than ten working
days’ notice. If our proposalincluded writing time, any time incurred may be charged even if the
course is cancelled more than ten working days prior to the scheduled date.

Training - residential public face to face courses

To secure preferential rates at hotels and venues, we are required to guarantee bookings in
advance. When cancellations occur within the venue's cancellation period, we are obliged to
pass on any charges the venue imposes. We do not profit from cancellations.

The following sliding scale applies to cancellations and postponements:

° 8 weeks or more before the course date: No cancellation charge
° 4 to 8 weeks before the course date: 50% of the accommodation cost
° Less than 4 weeks before the course date: The fullaccommodation cost.

Details of the accommodation costs which we incur on a specific course can be communicated
to you prior to you deciding whether to cancel.

In addition to the above, the full agreed course fee due to us is payable if you cancel or postpone
a course with less five working days’ notice before the scheduled course date.

HAT Group is a trading name of Holborn Accountancy Tuition Limited.
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If you need to cancel or postpone, you may nominate an alternative attendee from your firm to
attend in place of the original delegate at no additional charge, subject to the alternative
attendee meeting any course prerequisites.

Training - non-residential public face to face courses
The full agreed fee is payable if you cancel or postpone a course with less than five working days’
notice before the scheduled course date.

Training - live online

Live online courses are invoiced on booking. We record most of our courses and if you are
unable to attend live, a recording will be provided. We cannot offer refunds once an invoice has
been issued.

Compliance - file reviews and firm-wide compliance reviews
We appreciate that the readiness of a file may be uncertain. However, where reviews are
cancelled or postponed at short notice, we are often unable to rebook alternative work for our
team. Regardless of whether the review is included in your membership fee or separately
charged we reserve the right to make the following charges:
If the file review is cancelled or postponed with less than five working days’ notice -
50% of our standard fee for a medium company adopting FRS 102
If the file review is cancelled or postponed with less than one working days’ notice -
100% of our standard fee for a medium company adopting FRS 102
For compliance reviews the cancellation charge is 50% of the fee quoted if cancelled
with less than five working days’ notice and 100% if cancelled with less than one
working days’ notice.

Unless otherwise agreed, the file must be with our reviewer by 9am on the day of review. It is
your responsibility to ensure we can access the file. If we cannot access the file in the manner
agreed, or the file is not available at the agreed time, this will be treated by us as a cancellation
and subject to the charges above.

If the review was included in your membership fee, you may agree to forfeit this review instead
of paying the above cancellation fee.

Where possible we will endeavour to discuss file reviews on the day of the review. However,
where we issue a draft file review report (irrespective of whether there has been a discussion
with you prior to this) our report will be treated as being final two weeks after issue, unless you
contact us within this period. If you contact us more than two weeks after the draft report is
issued in order to discuss and / or revisit any findings not considered during the initial review,
we will need to arrange time for this, based on our availability (which may not be immediate),
and our time will be subject to an additional charge. Please note we review the file as presented,
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so we are notrequired to update review reports for further information unless we determine this
to be appropriate.

Recruitment

We will work to understand your requirements and present suitable candidates. We will:
Conduct thorough candidate screening
Provide you with candidate details within a maximum of three weeks of receiving your
instructions
Keep you informed of progress throughout the recruitment process

Interview and decision timescales

We ask that you conduct interviews and provide feedback to candidates within a reasonable
timeframe. If you are unable to progress candidates within two weeks of submission, we may
need to present those candidates to other HAT clients.

Accepting candidates

Once you have made an offer to a candidate sourced by us, the following payment terms apply:
Payment is due one month after the candidate's start date
No fee is payable if no hire is made

Replacement guarantee
We offer a replacement guarantee if the candidate leaves or is dismissed within the first three
months of employment. To qualify for this guarantee:
You must notify us within five working days of the candidate's departure
The reason for departure must not be for gross misconduct, redundancy or company
restructuring
You must allow us the opportunity to provide a replacement candidate before requesting
a refund.

If we anticipate any delays in providing candidates, for example, due to market conditions, the
role's specialist nature, or its location, we will inform you as soon as possible.

Our responsibilities

Training courses

Whilst we always aim to present courses as advertised, there may be occasions where we have
to make changes to, cancel or postpone any course shown without prior notice, for example
due toillness of the presenter. In these circumstances we will aim to arrange an alternative date
or format of the course. If this is not convenient, we will provide a refund of the price of the
course but we are unable to accept any liability in respect of travel and / or other costs.
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Compliance
We appreciate that providing you with written reports and feedback on a timely basis is vital. On
occasions, such reports may need to pass through our own quality management procedures
before being provided to you. However, we will aim to meet the following timescales.

Hot File Review: Report within 24 hours of review being completed

Cold File Review: Within five working days of review

Student Review: Within five working days of review

Post Training Student Report: Within five working days of course conclusion

Practice Assurance Compliance Review: Within five working days of initial review (unless

agreed to withhold pending additional information).

If we identify that we would not be able to meet the above timescales, for example due to staff
leave or sickness, we will inform you as soon as possible and provide details of the timescale
under which we can provide the report.

If you have any questions or concerns regarding the above, please contact Andrew Jarvis:
andrew@hatgroup.co.uk
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