                              [image: ]CLIENT TERMS AND CONDITIONS


Parties: Cats in the City Ltd (“we,” “us,” “our”) and 
Client (“you,” “your”) 
By booking services via Cats in the City, you acknowledge and agree to these Terms and Conditions. 

1.1 Introduction 

Cats in the City operates as a platform connecting clients with independent, self-employed pet sitters. 
These Terms govern your use of the platform and your engagement with sitters. Cats in the City does not provide pet sitting services directly; all services are delivered by independent sitters. 

2.1 Services Provided 

Sitters provide services directly to clients, which may include: 
- Feeding
- Watering
- Litter cleaning 
- Administration of medication (if instructed)
- Companionship and enrichment activities 
- Minor household tasks related to pet care 
- Daily updates or photographic reports (optional) 
- Emergency veterinary transport if required 
- Add ons listed on our website 

2.2 Services not provided include: 

- Grooming beyond light brushing 
- Overnight care or 24-hour supervision 
- Boarding services 
- Full-day pet care unless agreed in advance 
- Anything not listed in the services provided

2.3 Cats in the City does not provide services and is not responsible for the performance or actions of any sitter. 

3.1 Booking and Payment

Clients contract directly with the sitter for each booking. Cats in the City facilitates introductions, booking, and payment only. 

3.2 All bookings must be made via our website (catsinthecity.co.uk) or via email (enquiries@catsinthecity.co.uk). 

3.3 Payment for services is collected by Cats in the City, which deducts a platform service fee and forwards the remainder to the sitter. 

3.4 Full payment is required to secure a booking. Any remaining balance due will be invoiced upon completion of the service. 

3.5 Clients are responsible for timely payment. Late payments may incur fees and affect future bookings. 

4.1 Cancellation and Refunds 

Cancellation by the client:
· More than 48 hours before service: full refund 
· 24–48 hours before service: 50% refund
· Within 24 hours or during service: no refund

4.2 Cancellation by the sitter: 

Cats in the City may suggest alternative sitters. 
Clients must approve replacements, and sitters must voluntarily accept. 
Cats in the City is not responsible if a replacement is not accepted or available. 

4.3 Emergencies preventing service delivery by a sitter may entitle the client to a full refund, including any deposit. 

4.4 Undisclosed pet behavioural issues may result in cancellation without refund. 

5.1 Access to Property 

Clients must provide clear access instructions, including keys, security codes, or concierge arrangements. If you do not have access to a concierge, we highly recommend installing a key lock box, this helps ensure security of keys. We are happy to loan key lock boxes for the duration of your booking. 

5.2 Cats in the City is not responsible if access issues prevent sitters from performing services. Rescheduled visits may incur additional charges. 

5.3 Cats in the City may refuse service if entry poses safety risks (e.g., aggressive pets, structural hazards, unsanitary conditions, or threatening behaviour). 

6.1 Pet Health and Safety 

Clients must disclose any health conditions, behavioural issues, or risks prior to booking. 

6.2 Sitters may refuse service for aggressive or unwell pets with transmittable conditions. 

6.3 In emergencies, sitters will attempt to contact the client or designated emergency contact. If unreachable, they may contact the client’s veterinarian or nearest emergency facility. All associated costs are billed to the client. 

6.4 Clients are responsible for securing pets (windows, doors, balconies) to prevent escape. If you have chosen to leave a window or door opened we do not take responsibility for any damages, lost pets, or security breaches.

7.1 Liability

Cats in the City is not responsible for loss, damage, injury, illness, or behavioural issues caused by pets or by sitters. 

7.2 Liability for the sitter’s actions rests with the sitter as the service provider. 

7.3 Cats in the City maintains platform-level insurance covering administrative errors only. 

8.1 Privacy and Confidentiality 

Personal and property information will be used solely for service provision and handled in accordance with the Data Protection Act 2018 and UK GDPR. 

8.2 Keys, codes, and other access information will be stored securely and only used for service delivery. 

8.3 Photographs of pets may be used for marketing. Clients may opt out in writing at booking. 

9.1 Intellectual Property 

 Cats in the City retains all rights to branding, marketing content, and platform materials. 

9.2 Clients may not use Cats in the City intellectual property without prior written consent. 

10.1 Force Majeure 

Neither party is liable for delays or failures caused by events beyond reasonable control, including extreme weather, natural disasters, or government restrictions. 

11.1 Governing Law and Jurisdiction 

These Terms are governed by the laws of England and Wales. 

11.2 Any disputes are subject to the exclusive jurisdiction of the courts of England and Wales. 

12.1 Entire Agreement 

These Terms constitute the full agreement between parties and supersede any previous agreements or understandings. 

12.2 Any modifications must be made in writing and agreed by both parties.
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