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Customer Care Guide

Customer service at Zest is an absolute priority and the company strives to
ensure that its systems work around the needs of your business, whether
you are ordering a single product, listing products on a website or placing
a bulk order.

This guide is designed to help with any How To Contact Us
queries or complaints you may receive from

your customer.

Via email:

info@zestoutdoorliving.co.uk

A member of the team will be on
hand to help. We aim to respond to
all emails within 24 working hours.

This will explain how you can contact us and
log different issues accordingly to ensure a
quick and satisfactory resolution is met for
the customer.

Visit our website

www.zesloutdoorliving.co.uk Via telephone:
Visit the Trade area on our website for useful 01352 873 555
info such as: Speak to a member of the team.

* Assembly instructions for our full range
of products

* Animated assembly videos

* View our full range of products

Lines are open Monday to Friday
9am to 5pm.




11

12

13

14

16

17

Timber Characteristics
Timber characteristics, splits, cracks and
green spotting etc.

Delivery & Packaging Information

Courier lead times and packaging
information.

FAQs

Frequently asked questions by customers.

Cancellation Policy
Cancellation procedure and lead time.

Damages

How to log any issue regarding damages
and information required.

Missing Parts

How to log any issue regarding missing
parts and information required.

Delivery Discrepancies

How to log any issue regarding delivery
discrepancies e.g change of address.

Quality Issues

How to log any quality issues and
information required.

Zest Trade Support

Useful information, animated assembly
and how to access asset files.
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Characteristics
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Every Zest product is unique
because each piece of timber
has its own distinctive,
natural features

Zest is a leading timber specialist, designing and
manufacturing award winning wooden garden
products, crafted from natural slow-grown European
redwood. Unlike man-made materials, timber is an
entirely natural material, and each piece has its own
distinctive qualities. So, owning a Zest timber product
is like enjoying a unique slice of nature.

The benefits of slow grown timber

! ! Trees grow slowly in the cold
climate of Eastern Europe
producing stronger and close
grained timber ideal for making
quality outdoor products. , ,
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There may be variationsinthe | The changing seasons in

timber's colour or shading, each year of growth create

but these will fade away characteristics unigue to each

over time when exposed tree - and to every piece of

to sunlight. timber. Branches create an

embedded mark in the tree
trunk, resulting in a knot.
Knots are a unique and natural
feature which tells the story of
the tree.
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Owing to timber's natural
moisture content, variations
in temperature and humidity
can cause expansion and
contraction and may result
in cracks and splits in any
product made from natural
timber. Any cracks and splits
in the timber grain will alter
with the changing seasons.
They do not compromise the
strength and durability of the
product - they just add to its
unique character.
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Most Zest products are
pressure treated which
protects the timber from

rot for many years. Pressure
treatment can resultin a
small amount of ‘green
spotting’ on the surface of
new timber caused by natural
salts leaving the wood. This
will fade away over time.

These visible changes are not a fault or a cause for concern and do not affect the structural integrity of the product.

They are a result of how the timber matures and responds to its natural environment.

Advisory Notices

* Roofs are weather resistant and not guaranteed to be
watertight unless otherwise stated.

+ Items with enclosed storage or cupboard space are weather
resistant and are not watertight unless otherwise stated.

¢ Beaware of trap hazards if a Zest product has moving parts.

Ethically Sourced

All products should be positioned on solid, level ground.

Anchor down products where applicable using appropriate

fixings.

Roofs are not weight bearing.

Sanitise all catering surfaces prior to use.

Zest's slow grown European redwood is sourced from responsibly managed PEFC
certified forests. This means forests are used in a way that maintains biodiversity,
regeneration, and nature conservation. PEFC tracks certified timber from the forest to
the final product giving complete confidence to the customer. www.pefc.co.uk

Replanting
Zest with its main supply partners
is dedicated to replanting

woodland and is collaborating on
the nurture of wildlife habitats.
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Delivery &
Packaging Information

AUl delivery services will require Deliveries will be made to your customers
a signature. front door where access allows.
If your customer wishes for the parcel to be leftin a Our couriers are not obliged to carry items into your

safe place, they will need to include this informationin  customers home/garden or area of choice.
the notes section of the order. Zest accept no liability
for missing items in these circumstances.

Zest's Chosen Couriers

We use a range of third party courier to make delivieries to the consumer. Each section details our delivery and
collection terms for each courier. Couriers will differ depending on the size of the item delivered.
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Parcel Force

What to expect:
1. SMS with tracking sent on day of dispatch.

2. SMS on day of delivery with approximate 1 hour window. Enhanced tracking is available via
Parcelforce App.

To Note: 3 delivery attempts will be made before the goods are returned to Zest. Return
shipping costs will be charged for failed deliveries. Some rural locations will be serviced by
Royal Mail. In these instances, tracking will be still be available, but in-flight notifications and
updates will not.

We will arrange for Parcelforce to collect goods from your customer'’s address. The courier will
bring return shipping labels. Please confirm:

1. Collection address
2. Contact telephone number
3. Number of packages to be collected.

Goods will need to re-packaged ready for the courier to collect. This can be bin-bags or similar,
it does not need to be the original packaging but does need to be secure to ensure parts do not
fall out in transit and also provide a surface for the courier to fix the label to.

If your customer cannot keep the original collection date, they can call Parcelforce collections
on 03448 00 44 66 to rearrange.

To Note: Failed collections due to customer not being available or goods not being ready will
be charged at cost rate.

TNT

3-5 Working Days e N N’

If delivery is not succesful, the driver will leave a card and if no response within 3 days,
consignment will be returned to Zest.

If the customer requests for the goods to be left in a safe place, they will need to complete a
release form, available from the Zest team.
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DX DX

3-5 Working Days

What to expect:

1. SMS delivery notification with tracking number sent to consumer with an option to select an
alternative date by following the link in the text.

2. SMS sent the evening prior to delivery (c 18:30 hrs) with an estimated 2 hour time slot and a
link to live tracking. Any updates to delivery times can be viewed via the tracking link only, no
further texts will be sent.

3. Delivery crew call when 30-60 minutes away to ensure consumer is available

To Note: Failed deliveries due to recipient not being available will be charged at cost rate. DX will
make 2 delivery attempts before returning goods to Zest. Return shipping costs will be charged
at cost rate.

Collections

We will arrange for DX to collect goods from your customer’s address.
The courier will bring return shipping labels. Please confirm:

1. Collection address

2. Contact telephone number

3. Number of packages to be collected.

Goods will need to be re-packaged ready for the courier to collect. This can be bin-bags or
similar, it does not need to be the original packaging but does need to be secure to ensure parts
do not fall out in transit and also provide a surface for the courier to fix the label to.

What to expect:
DX will send a text with a phone number for the customer to call in order to book the collection
in. 3 attempts to contact customer will be made before the collection is cancelled off.

To Note:

Failed collections due to customer not being available or goods not being ready will be charged
at costrate.
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1. Delivery will be booked in by email or telephone.Goods will be delivered on a pallet.
2. We advise customers to ensure they are happy with the goods prior to disposing of the
pallet, as any collections will need to be repalletised.

IMPORTANT INFORMATION REGARDING DELIVERY OF PALLETISED GOODS

Deliveries by Pallex are kerbside delivery as standard due to the large size of the products
which makes it harder to deliver directly to the door or inside a home. Deliveries will be made
on a 7.5 tonne vehicle.

Please convey any access restrictions to the Zest team before confirming any orders.
Failed deliveries due to access restrictions will incur a failed delivery charge.

What is Kerbside Delivery

Kerbside delivery means that items will be delivered to the nearest accessible kerbside at the
address specified.

Pallets will be loaded safely from the truck to the ground by the drivers using a tail-lift, pallets
can be manoeuvred onto the customers driveway where ground conditions allow.

Please note: The driver will not be able to move goods further than the pallet trolley permits,
and will be unable to manoeuvre over grass, steep hills, gravel driveways or other unusual
conditions.

The driver will position the vehicle as close as possible to the delivery address and unload the
palletised goods to a spot on the kerbside that is safe and keeps the pallet secure. This is to
ensure the safety of the driver, the customer and the general public.

Things to consider when using Kerbside Delivery

1. Local time restrictions for delivery vehicles in the kerbside delivery spot.

2. Areas close by that cannot be accessed by 7.5t delivery vehicles, such as pedestrian-only
zones.

3. The surface of the road and the pavement in your kerbside area - the ground needs to be hard
and even.



FAQs

Is the product flat packed?

Yes, all products are flat packed for self assembly.

[s the product pre-drilled?
No, our products are not pre-drilled as they are pressure treated. They
should be pre-drilled upon assembly using the tools listed and how to

guide that can be found in the assembly instructions provided.

Can I treat my product straight away?
Products should not be painted or coated with any other treatment
until at least 6 months after purchase. This allows for the pressure
treatment to fully dry to the core of the product, prolonging its Llife.

Can I grow produce in a pressure
treated product?

Yes, all pressure treated products are safe to grow produce.

No harmful chemicals are used in the pressure treatment process.

What should I treat my products with?

We advise any water-based treatment of the consumers choice.

[s the product waterproof?
Our products are not fully watertight. Our roofs are designed to avoid
rain water ingress. Items with enclosed storage or cupboard space are

weather resistant and are not watertight unless otherwise stated.
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Cancellation

Policy

Order cancellation - 12 Working Hours

If customer chooses to cancel an order please contact a member of the Customer Experience
Team as soon as possible.

* Cancellations received within 12 working hours of the order confirmation will be refunded in full.

* Cancellations received after 12 working hours of the order confirmation may already have been
shipped. Any credits processed will be minus any shipping costs we have incurred.

Change of Mind / Unwanted Items

« Where goods are returned to us within * Allreturns need to be organised with
30 days of delivery, are unused and in ourselves. Please contact our Customer
re-saleable condition and where evidence Experience Team who will organise for
that the goods were purchased from us, our couriers to collect the item from your
a credit can be raised minus any shipping customer. They will need to package the
costs incurred. item and ensure they are at home on the

« Credits are usually issued within agreed collection date.

7 working days from receipt into our *  Wereserve the right to deduct failed
warehouse which is the time it takes for collection costs from your credit.
goods to be processed and checked.
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Damages

All damages must be reported within 7 Days Photograph requirements

of receiving delivery. Photographs provided to support claims should
Items received damaged should be signed for show the damage or issues in full and should
as damaged upon receipt when asked to sign by  enable us to identify the product itself.

the delivery driver and notify Zest as soon Please include an image of the full product as
as possible. well as a close up of the issue. This will help us

Customers may also refuse to accept the delivery to process the claim efficiently.
if it arrives badly damaged. Goods refused on

delivery will be automatically returned to our

warehouse.

We will need

* The part reference and quantities that need replacing. Please confirm with your
customer the part reference from the assembly instructions.

* Photographs of the damaged item.

* The original PO / Order reference to log the complaint.

What happens next

* Once received, Zest will review the images.
* Replacement parts will be sent directly to the customer free of charge.

* If we deem a full replacement is the best option, we may arrange to collect the damaged
item and send a full new replacement product. The lead time is 3-5 working days.

12



zest. customer Care Guide 2024
Contact us today 01352 873 555 or info@zestoutdoorliving.co.uk

Missing
Parts

Missing parts must be reported within 30 Days of receiving delivery.

We advise the customer to fully unpack the item and report any missing parts as soon as
possible. Parts can be identified via the assembly instructions.

Please click the link below to be directed to Zest's assembly instructions:
https://zestoutdoorliving.co.uk/trade/assembly-instructions/

We will need

* The original PO / Order reference to log the complaint.

* The part reference and quantities that need replacing. Please confirm with your
customer the part reference from the assembly instructions.

What happens next

* Replacement parts will be delivered direct the customer FOC. The replacement parts will
reference the original PO / Order number

* Once confirmed, we aim to send replacement parts within 3-5 working days.
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Delivery
Discrepancies

Incorrect item delivered

We will need What happens next

The name of the item that has been The correct item will be dispatched on a

delivered in error (or provide a photograph). new sales order at zero value using the
original PO provided.

Confirmation goods are packaged and ready

for collection and number of packages. The item will be re-delivered

Goods need to be secured with either the The delivery lead time is 3-5 working days.

original packaging, bin bags with tape or (5-7 working days for larger.

similar.

Please confirm the following from your We will arrange for the incorrect item to be

customer: collected from your customer.

1. Collection address.

2. Contact telephone number for the courier
to book the collection in.

3. Customer will be available for the
collection between 8-5 on the agreed day.
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Delivery
Discrepancies

Incorrect delivery address provided

We will need What happens next

Failed deliveries due to incorrect contact 1. The item will be returned to our

information will automatically be returned warehouse. A credit will be raised minus

to our warehouse, as will deliveries to the return shipping costs.

an incorrect address where the recipient

refuses the delivery.* 2. We will arrange for a replacement order
to be delivered once the correct address

Please confirm your preferred resolution: has been confirmed.

1.

Process as a return and cancellation. An additional invoice will be raised for the
Return shipping costs will be deducted incurred shipping costs and invoiced on the
from any credits due. original Purchase Order number unless an
alternative PO number is provided.

. Re-Deliver the order.
Confirm correct address, telephone The delivery lead time will be 3-5 working
number, acceptance of the return and days (5-7 w/days for larger items).
redelivery charges.

Should the item be delivered successfully
Please inform us if you need a new to the incorrect address, no credits will be
purchase order number in reference to any raised and you will need to submit a new
of the above options. order.

*Where the address is incorrect and the recipient accepts the

delivery, there is very little chance of the goods being recouped.
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Quality

[ssues

ALl quality issues must be reported within Photograph requirements:

30 Days of receiving delivery. Photographs provided to support claims should
show the damage or issues in full and should

Claims for timber related issues such as shading, enable us to identify the product itself.

knots, cracks/splits, green spotting etc. will be Please include an image of the full product as

measured against the timber characteristics (see  well as a close up of the issue. This will help us

page 5) to validate or refute the claim. to process the claim efficiently.

We will need

* Detailed photographs of any quality issues.
* The original PO / Order reference to log the complaint.

* The part reference and quantities that need replacing. Please confirm with your customer the
part reference from the assembly instructions.

What happens next

o Zest will review the images on an individual basis.

* Replacement parts will be sent directly to the customer free of charge. We aim to send
replacement parts within 3-5 working days.

* If we deem that there are no quality issues but the customer still insists that we collect the
item, we reserve the right to charge for the collection costs.

* |If we deem there is no quality issue present, no further action will be taken by Zest and any
gestures of good will would be at your own discretion.
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Zest Trade

Lifestyle videos &
photography library

A library of high resolution product and lifestyle
images is available for download by stockists
and online retailers. In addition, a selection

of lifestyle production videos featuring Zest
products are available for use on social media,
websites and in store.

Please contact us for copies of all available

asset files and Dropbox links.

‘How to’ Animated Assembly Videos

Zest provides a range of ‘How To'-style self-build easy. Available on YouTube, the
assembly animations for use in conjunction  videos can also be embedded onto retailers’
with Zest's standard instructions. own websites.

The ‘How To' animated videos show every
detail of how products fit together, making

Gardening Gatden GodHousekeng  National Magazine
House Beautiful Girdeners Campaign

WOl magazire
Zestproducts are featuring in a wide selection of Lifestyle
" ol A magazines in print and digital formats. The aim is to
LﬁllﬂtT} F']d{' wman increase brand awareness and drive consumers to Zest
stockists and online retailers. Adverts, competitions to

GARDENS i HomesSy e ]L]L‘El[ l It me win a Zest product and advertorials are written by the

editors.
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zest

www.zestoutdoorliving.co.uk

T: 01352 873555
E: info@zestoutdoorliving.co.uk

Every effort has been made to provide up to date factual information, but as our policy is one of continual improvement we reserve the right to modify or change

specifications as necessary. No liability will be accepted for errors and omissions. All guarantees are conditional and if you are in any doubt as to the terms and

conditions, please feel free to contact us. All sizes where quoted are approximate and in metric. Products have been measured to maximum exterior dimensions

including roof overhang unless otherwise stated. Some specifications may vary due to availability and product improvements. Colour has been applied to some

products for photographic purposes only. We take great care in the photographic accuracy of products shown in our brochure, however due to variables in both
photographic and printed processes and the natural characteristics of wood, colours may not exactly match the actual products.




