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DISCLAIMER 
 
All descriptions and technical diagrams are intended as a guide only. For additional technical information, full 
dimensional and installation details, please refer to the instruction and installation manuals supplied with the 
appliance. Unless stated otherwise, accessories are not included. 
 
DELIVERY - VICTORIA 
 
The standard cost of your delivery for the Melbourne Metro Area will be applied to your quotation. If your postcode 
shows "available by quote" then it is likely you live in an area our transport company doesn't visit regularly. This doesn't 
mean we cannot make your delivery, it just means we need to quote on a job-by-job basis in these areas. Please 
contact our Commercial Support Team for more information on 9811 5397 or commercial@eands.com.au  

Extra Charges 

1.​ Two Person Deliveries – All areas incur an extra cost except for Melbourne. You MUST inform us prior to delivery 
if your delivery requires at least 2 persons to be completed i.e. large appliances upstairs, or poor/no access at 
your chosen delivery address. If our driver is unable to complete a delivery because we are not properly 
notified of this requirement you may be charged a re-delivery fee as well as the two person charge. If you are 
unsure if you require a two person delivery please contact our Commercial Support Team on 9811 5397 or 
commercial@eands.com.au in advance. 
 

2.​ Waiting Time – Not applicable to Melbourne Metro areas. First 15 minutes of waiting time included in the 
original job charge. Charged in 15 minute increments thereafter. 
 

3.​ Re-Delivery Charges – Equal to the cost of the original delivery. A re-delivery charge may apply where an 
attempt to deliver the chosen address fails due to the receiver being unavailable to sign for item(s). 

Delivery Zones 

Delivery Area Standard Delivery Days Avg Delivery Time Frame For Products In Stock 

Metro Melbourne Monday - Saturday 1 - 5 working days dependant upon 
product/installation selection 

Geelong Monday - Friday 1 - 5 working days dependant upon 
product/installation selection 

Mornington Peninsula Monday & Thursday 1 - 5 working days dependant upon 
product/installation selection 

Mornington, Mt Eliza & 
Mt Martha 

Monday - Friday 1 - 5 working days dependant upon 
product/installation selection 

Regional Victoria Upon Request Upon Request 

Remainder of Australia Upon Request Upon Request 

 

Third Party Logistics 

If the delivery address is outside our standard areas, we can provide you a cost for delivery via a third party logistics 
company. Our commercial team will request a cost and advise accordingly 
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BULK DELIVERIES 
 
Bulk Delivery Inclusions - Melbourne Metro: 

Large volume product deliveries must be booked on our dedicated Bulk Delivery Truck. 

●​ Delivery is by one person (truck driver only). 
●​ Goods will be delivered on pallets where possible. 
●​ Delivery must be booked 7-10 days in advance to ensure truck availability. 
●​ Installation services are not available for Bulk Deliveries. 
●​ Delivery is a “Drop Off” only service. 
●​ Deliveries are only available Monday to Friday. 
●​ Cancellations made within 48 hours of your confirmed delivery will incur additional charges—refer below. 

Bulk Delivery Inclusions - Canberra Metro 

●​ ACT CLIENTS ONLY: Delivery must be booked 4–6 working days in advance to ensure truck availability. 

Cancellation Charges: 

(If cancelled within 48 hours of a pre-arranged delivery or rejected on site on the day of delivery): 

●​ Re-booking Only - If the new delivery date is less than 1 week from the original date, the stock will remain 
fulfilled and wrapped. Cost: Equal to the cost of the original delivery. This charge covers the cost of resources 
allocated for the original delivery and the loss of ability to facilitate other deliveries during that time. 

●​ Holding - If the new delivery date is between 1 to 2 weeks from the original date, the stock will remain fulfilled 
and wrapped. Cost: $150 inc GST. This charge covers administrative costs, resources allocated, and 
warehouse space used for holding the wrapped stock. 

●​ Restocked - If the new delivery date exceeds 2 weeks from the original date, the stock will need to be 
rebooked and restocked. Cost: $300 inc GST. This charge covers the labour and time required to re-rack the 
stock, administrative costs for rebooking, and the resources and loss of ability to facilitate other deliveries on 
the original day. 

MAJOR PROJECTS LOGISTICS REVIEW 
This review is a key part of our service, designed to comprehensively understand your project's logistics requirements. 
Its goal is to ensure the highest possible standard of project delivery. 

What the Review Includes: 

The Major Projects Logistics Review covers the following critical areas: 

●​ Site Logistics Analysis: A detailed assessment of specific site requirements, including access, height 
restrictions, loading bay details, forklift access, and needs for palletised deliveries. 

●​ Stock Forecasting: We coordinate with your project's rough-in and fit-off schedules to accurately forecast 
stock needs. Stock will be ordered to arrive at our warehouse 4 weeks prior to the required delivery date 
on-site. 

○​ Note on Stock Holding: Once the stock arrives at our warehouse, we will hold it for a maximum of 2 
weeks past the provided required delivery date. 

Required Action for Each Project 
 
To facilitate our logistics review and ensure efficient communication with our logistics team and suppliers, the e&s 
Pre-Order Project Checklist must be completed for every project. 
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TOWNHOUSE PROJECT LOGISTICS (Melb Metro Only) 
 
Project Commencement and Logistics Review 
 
To ensure the highest standard of service and delivery for each townhouse project, e&s mandates a comprehensive 
logistics review. This process is initiated upon project confirmation and requires the completion of the mandatory e&s 
Pre-Order Project Checklist. 
 
Mandatory Requirements for Site Logistics: 

●​ Project Checklist: The e&s Pre-Order Project Checklist must be fully completed for each project to facilitate 
efficient logistics planning. 

●​ Site Security and Conditions: The customer is responsible for providing safe, dry, and secure locations for the 
delivery and storage of all goods. 

●​ Site Accessibility: Each delivery site must be easily accessible to ensure the safety of our delivery team at all 
times. 

Service Tiers and Descriptions 
 
e&s offers tiered logistics services designed to accommodate various project scales and delivery requirements. 
 
 
Product Item: TOWNHOUSESTANDARD 
 
Unit Price: Please contact the e&s Commercial Team for current pricing. 
 
Service Description: Delivery of products for up to 5 units per consignment, to a single, central site location. 
 

Feature Description 

Consignment Size Up to 5 units per delivery. 

Delivery Location Centralised location only (not delivered per individual unit/dwelling). 

Packaging Protocol Pallets containing the same specifications/models of kitchen and plumbing items will be 
packed as standard and delivered to one central, secure location. 

Bath Delivery Baths are delivered securely on pallets. 

Proof of Delivery Photographic evidence of goods delivered. 
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Product Item: TOWNHOUSEPREMIUM5 
 
Unit Price: Please contact the e&s Commercial Team for current pricing. 
 
Service Description: Premium delivery service for projects up to 5 units per consignment, with all items delivered 
directly to the specific dwelling unit. 
 

Feature Description 

Consignment Size Up to 5 units per delivery. 

Delivery Location All items delivered to the specific, designated unit. 

Packaging Protocol All goods are boxed/palletised and labelled according to the designated unit. 

Bath Delivery Baths are delivered securely on pallets. 

Proof of Delivery Photographic evidence of goods delivered. 

 
Product Item: TOWNHOUSEPREMIUM10 
 
Unit Price: Please contact the e&s Commercial Team for current pricing. 
 
Service Description: Premium delivery service for projects up to 10 units per consignment, with all items delivered 
directly to the specific dwelling unit. 
 

Feature Description 

Consignment Size Up to 10 units per delivery. 

Delivery Location All items delivered to the specific, designated unit. 

Packaging Protocol All goods are boxed/palletised and labelled according to the designated unit. 

Bath Delivery Baths are delivered securely on pallets. 

Proof of Delivery Photographic evidence of goods delivered. 

 
Product Item: TOWNHOUSEPREMIUM11PLUS 
 
Unit Price: Please contact the e&s Commercial Team for current pricing. 
 
Service Description: Premium delivery service for large-scale projects (11+ units per consignment), with all items 
delivered directly to the specific dwelling unit. 
 

Feature Description 

Consignment Size 11+ units per delivery. 

Delivery Location All items delivered to the specific, designated unit. 

Packaging Protocol All goods are boxed/palletised and labelled according to the designated unit. 

Bath Delivery Baths are delivered securely on pallets. 

Proof of Delivery Photographic evidence of goods delivered. 
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DELIVERY EXPECTATIONS & CHECKLIST 
 
All Areas (except Melbourne Metro and Geelong Areas) 
 
Free product unpacking, installation and rubbish removal service (conditions apply) 
Depending on the products you order and the delivery area you have nominated, what you can expect from our 
delivery service will vary. In Adelaide, Canberra, Sydney and Brisbane metro areas some brands of refrigeration and 
laundry appliances have the free unpacking, installation and rubbish removal available. For clarification on what 
areas services are available in your area please contact our Commercial Support Team on 9811 5397 or 
commercial@eands.com.au  
 
Delivery notification 
Our delivery agents will contact you on the morning of your scheduled delivery date to advise of the time window 
they will be in your area. Due to the quantity of deliveries and the set runs our agents use you will not be able to 
specify a delivery time. If they are unable to contact you and attempt delivery during that day and the nominated 
address is unattended you may be charged re-delivery fees, so please ensure all the contact information on your 
order is correct. 
 
Signing for your order 
You will need to have someone over the age of 18 available to sign for the item/s on your order and they must be 
able to provide proof of ID i.e. licence, credit card used to pay for the invoice. If there is no one on-site during the 
allocated delivery window re-delivery charges will apply. 
 
Melbourne Metro & Geelong Areas 
 
We take great pride in our delivery service. Being on time, every time, depends on us completing every delivery 
without difficulties or delay. For this reason we ask that you advise us of any potential difficulties associated with your 
delivery. 
 
Before your delivery 
Our warehouse will contact you the afternoon before delivery to advise of a two/three hour window that is expected 
for your delivery. If we are unable to contact you on the numbers provided we will attempt to leave a message. 
 
The day of your delivery  
If there are any causes of delay on the day our driver will attempt to contact you to make you aware of the delay 
and reschedule if required. When you receive your delivery please check all items are correct, complete and 
undamaged. If there are any problems with your delivery please contact our Commercial Support Team on 9811 
5397 or commercial@eands.com.au  as soon as possible. 
 
What to expect 

●​ Our delivery staff will make themselves known to you on arrival and survey the location in which you would 
like your product/s placed. 

●​ Your product/s will be placed where you have requested. Some products include limited installation; please 
see 'Delivery & Installation of Your Purchase' for specific information. 

●​ If your product requires installation it will be unboxed and the packaging removed. If your product does not 
include installation it will be left in the box for you to inspect. 

 
Preparing for your delivery 

●​ Check that there is clear access for us to trolley your new product/s onto your property. 
●​ Cover floors that may get wet or dirty from the trolley wheels. 
●​ Check the width of your doorways and walkways to be sure we can get your products through the opening. 
●​ Advise us if there are any unusual details relating to your home, e.g. how many steps. 
●​ Make sure that cars and other obstacles are not blocking our delivery vehicle or trolley. 
●​ Ensure that your pets are placed in an enclosed area out of harm's way for the duration of the delivery. 
●​ Check the size of any items that are to be removed. We will remove one old item for every new item being 

delivered; however, we are not able to re-deliver them to another address. 
●​ Empty your refrigerator or freezer ready for removal. 
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Payment 
Our delivery staff will be advised to pick up payment for any outstanding amounts unless an approved credit facility 
has been previously set up for you. 
Cash, cheque, and selected credit cards can be accepted on delivery. It is always preferred that you pay for your 
goods in full prior to delivery to assist us with the security issues associated with holding money in our delivery vehicles. 
In the event that you are not able to pay on delivery our staff will be unable to leave the goods with you. Another 
delivery time will need to be made and a re-delivery fee may apply. 
 
Free rubbish removal 
Our delivery staff will remove unwanted packaging from your new product at the time of delivery. We are not able 
to return to collect unwanted packaging at a later time. 

NB: this service is not applicable to larger projects, please contact your e&s representative to discuss these 
options in detail 

 
Unattended premises 
Our staff can only enter your home if there is a responsible person over the age of 18 to escort them and sign for the 
goods. A responsible neighbour can be nominated by you to escort our delivery staff and sign for the goods. Clear 
contact details including a name and phone numbers are required in these instances. 
 
Changing your delivery 
If you would like to change your scheduled delivery please contact our Commercial Support Team on 9811 5397 or 
commercial@eands.com.au . 
 
What our delivery staff cannot do 
The health and safety of our employees is important to us. For this reason our delivery staff are not permitted to do 
the following; 

●​ remove their safety boots, 
●​ perform any carpentry, electrical or plumbing work, 
●​ lift any heavy items over bannisters, obstructions or through windows to deliver merchandise, 
●​ remove doors or other fixtures, 
●​ enter a residence unaccompanied, 
●​ re-deliver your old products to another address, 
●​ connect audio visual systems, 
●​ leave unpaid items in your home, 
●​ adjust or connect any existing products, 
●​ return to collect unwanted packaging or old products. 

 
Limited Liability 
Whilst our delivery staff take extreme care, we accept no responsibility for minor accidental damage to your 
property. Major damage due to negligence on the part of our delivery staff will be assessed by our Warehouse 
Manager and liability will be determined. 
 
Delivery Estimated Time of Arrivals (ETAs) 

1.​ Delivery ETA's can be determined by the delivery calculator and are subject to stock availability. You can 
also nominate a delivery date; however it cannot be more than 4 weeks in advance. 

2.​ There are factors out of our control which may vary the delivery ETA of your products however we will do 
everything possible to eliminate or reduce these factors. 

3.​ Deliveries will be made on Monday to Fridays between 8:30am and 5:30pm with the exception of Melbourne. 
Melbourne deliveries are made between 7:30am and 6:30pm, and are also available on Saturday's subject to 
availability. 

4.​ Unfortunately with the volume of deliveries we conduct every day and our agents set runs we are unable to 
allow customers to request time frames. You can request a phone call 30-60 mins prior to delivery to assist you 
in being available at the chosen delivery address. 

 
Installation Options 
Installation on some items is available, please speak to your key account manager/sales consultant to discuss options 
and any additional costs that may be applicable. 
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DELIVERY & INSTALLATION OF YOUR PURCHASE  
 
COOKING APPLIANCES 
All cooking appliances will be delivered packaged and will not be unpacked or installed as part of the service. Your 
sales consultant will be able to assist with finding an installer for you if required. Installation will incur additional cost. 
 
FREESTANDING REFRIGERATORS & FREEZERS 

●​ Your current appliance should be emptied prior to delivery. Current built in models will need to be removed 
prior to delivery. 

●​ Your new product will be unpacked, positioned in place, levelled and plugged in. Crispers, racks, ice trays 
and thermostats will be set up in accordance with the manufacturers' recommendations. 

●​ Ice Maker and water connections will only be made if an appropriate connection is within close proximity to 
the products and the supplied fittings reach. If this is not possible your sales consultant can assist you with a 
tradesperson to install this for you. Additional cost will be involved. 

 
INTEGRATED REFRIGERATORS & FREEZERS 

●​ Installation must be made at time of delivery 
●​ Standard delivery fees apply in addition to installation fee 
●​ Your current appliance must be emptied prior to delivery. 
●​ Your new product will be unpacked, positioned in place, levelled and plugged in. Crispers, racks, ice trays 

and thermostats will be set up in accordance with the manufacturers' recommendations. 
●​ Ice Maker and water connections will only be made if an appropriate connection is within close proximity to 

the products and the supplied fittings reach. If this is not possible your sales consultant can assist you with a 
tradesperson to install this for you. Additional cost will be involved. 

 
WASHING MACHINES 

●​ Installation must be made at time of delivery 
●​ Standard delivery fee includes installation fee 
●​ Machines will be unboxed, set in place, levelled and plugged in. 
●​ Any standing water in your old machine should be emptied by you prior to delivery 
●​ The hoses supplied with your new machine will be connected to the water taps and the machine will be 

tested by the delivery staff 
 
NB: the following conditions apply to this service; 

●​ Hot and cold water taps must be located within the reach of the hoses supplied with the new machine, 
●​ Hose connections must not be corroded, 
●​ The drain position must be within reach of the new drain hose supplied with the machine, 
●​ Existing hoses cannot be re-used due to the potential of bursting and/or leakage, 
●​ A 10amp power point must be within reach of the cord supplied with the machine. 

 
If any of these conditions are not able to be met then connection cannot be performed by our staff and a 
tradesperson will need to be arranged on your behalf. This will incur additional cost. 
 
CLOTHES DRYERS 
There is no installation service included with the delivery of clothes dryer. If you require assistance with installation 
please contact your sales consultant who can assist you. Installation will incur additional cost. 
 
 
BATHROOM PRODUCTS 
All bathroom products will be delivered and left where you have indicated to our delivery staff. It is important that 
you check the products delivered and advise the driver immediately if you believe there is damage or another 
problem with the stock. NOTE: You are not able to return bathroom products that have been unpacked or installed 
(Subject to our Warranty & Refund Policy). 
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DISHWASHERS 
 
STANDARD INSTALLATION INCLUSIONS 
 

●​ Un-installation and removal of existing dishwasher 
●​ Pressure testing of existing water connection to check manufacturer standards are met 
●​ Cut-out holes for hoses and fittings in existing laminate or timber material only. Stone available by quote 
●​ Unpacking of new unit 
●​ Connection of new dishwasher to existing fittings if suitable and to standards 
●​ Removal and disposal of existing dishwasher 
●​ Removal and disposal of new dishwasher packaging 

 
 
STANDARD CONDITIONS 
 
Refer to https://www.eands.com.au/delivery-and-installation for dishwasher installation charges. 

●​ Options - Freestanding, Built Under, Semi Integrated, Fully Integrated 
●​ Installation must be made at time of delivery 
●​ Delivery fees apply in addition to installation fee 
●​ Dishwasher can only be connected to existing fittings that have been correctly installed to Australian 

standards 
●​ If installation is not able to be completed, a full refund of the installation fee is available and a qualified 

tradesperson may need to quote to complete the installation. Installation that requires a qualified trade will 
be at an additional cost 

●​ Water outlets must be located at a height that will allow anti flood connections (where fitted) to be 
connected 

●​ The purchase of the dishwasher is not conditional on the dishwasher being able to be installed 
●​ Installation can only be made if existing fittings are in good condition 
●​ Installation of any other plumbing fittings will require a qualified plumber 

 
 
PREFERRED INSTALLERS 
 
e&s also has access to Preferred Installers to be able to assist you with installation across Kitchen, Bathroom & Laundry 
products and different Regions. Please discuss your installation requirements with your e&s sales consultant or 
coordinator and they will be able to assist.  
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SUBZERO & WOLF 
 
Sub-Zero Quoting/Ordering Process:  
  

1.​ A standard Subzero delivery and installation charge applies for each unit.  
2.​ If specialised lifting equipment is required to deliver products, due to access restrictions, this equipment will be 

at additional cost; and will be quoted at the time of site inspection.   
3.​ 30% deposit is required on all Sub Zero and Wolf products. These items are considered “Special Order Items” 

and will be ordered specifically for your job.  
4.​ Final payment in full is required when stock is received into our e&s Noble Park Warehouse and will be 

committed to your order in readiness for delivery.  
5.​ The customer must be aware that a minimum of 14 days is required to schedule the final (2nd) site inspection, 

delivery and installers. 
 
*This is applicable to all Credit Trading Account Customers. 
 
 
Sub-Zero Premium Delivery & Installation Service: 
 
We provide a Premium Delivery & Installation Service for all Sub-Zero Preservation Units and as part of our service, we 
will contact free site inspections to ensure everything is in order and ready for delivery and installation. 
 
Our premium delivery service will be itemised on your quotation and is calculated on the unit(s) being delivered, 
unpacked and placed in the location of where the fridge is to be installed. 
 
Our premium installation service will be itemised on your quotation and is calculated for each unit to be installed. 
 
Where applicable, the installer will… 
 

1.​ Connect the unit to power and water; connection points must be located where specified for the relevant 
model in the Sub-Zero design guide. 

2.​ Fit the Sub-Zero within the cabinetry and ensure it is level and secure, including fitting the anti-tilt bracket. 
3.​ Fit the required accessories such as door panels and handles and ensure doors and cabinets are aligned with 

existing cabinetry. 
4.​ Remove all protective coatings and packaging from the product. 
5.​ Test the functionality of the product. 
6.​ Demonstrate the product operation. 
7.​ Ensure the installation site is left clean and tidy. 
8.​ Record the model and serial numbers for the service record. 
9.​ Finally, the installer will ensure that the customer is 100% satisfied at the completion of the installation and 

should there be any concern report this back to the State Distribution Agent and to Subzero. 

 
 
Stock Availability Lead Times: 
 
Lead time on any product could be up to 12-14 months from receipt of the Sub Zero/Wolf Order Confirmation & 
Design Guide paperwork. After stock is received into our Noble Park warehouse, we will contact you or the relevant 
party to advise that stock is available to schedule delivery. 
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SPECIAL ORDER ITEMS (SOI) & CUSTOM FINISHES 
 
Special Order or Custom Finish Items are listed below and highlighted as YES in the SOI column on your quote or sales 
order. Items that are considered as Special Order Items and Custom Finishes are required to be paid for in full at the 
time of order.   
 
IMPORTANT: These items are non-cancellable, non-refundable, non-returnable and are subject to additional terms 
and conditions. See these Terms and Conditions below… 
 
Custom Finish Product Terms and Conditions: 
 
These SOI Terms & Conditions are in addition to our Standard e&s Terms and Conditions. 
 
Your Quotation or Order with E&S contains items that have Custom Finishes or are considered as Special-Order Items 
with our suppliers.  
 
As such, these items will be ordered specifically for your project. Many of these items have long lead times and are 
noncancellable, non-returnable and non-refundable. 
 
Lead Times: 
 
Please ensure that you fully understand the time it will take for these products to be manufactured and shipped to 
Australia. Your Sales Consultant will be able to assist you with this information to ensure your project will not be delayed. 
 
Custom Finish and Special-Order Items: 
 
Please choose these products carefully and check colours, finishes, specifications and measurements. 
 
All Custom Finish and Special-Order Items are non-returnable and non-refundable. These items will have been 
manufactured or configured specifically for your project. 
 
All Custom Finish and Special-Order Items cannot be cancelled once manufacturing has commenced. 
 
Custom Finishes: 
 
Unlike mass produced products, Custom Finished products may have some slight variations as a result of the 
manufacturing process. This is common to all Custom Finished products and is not considered a fault. 
 
Organic Finishes: 
 
“Organic Finish”, is a term given to a metallic product that is left unsealed (ie: Weathered Brass) that is, without a 
clear top coat to prevent corrosion and tarnishing. Without that clear topcoat, the product will continue to age, and 
their colours will continue to evolve as the base metal reacts with the environment. 
 
Variation of colour will also be noticed between parts, this is considered normal due to the different parent metals 
and finishing process. 
Displays and sample boards can only be an indication of the colour as the ageing process may have altered the 
finishes from their original colour. 
 
It is unlikely that the Organic Finish products will age at the same rate or go through the same colour phases. 
 
Organic products are susceptible to marking & even mild corrosion by water, detergent, oils and even body oils left 
on products after being touched or handled. 
Organic Finishes are susceptible to cleaning products and cleaning methods, cleaning with harsh solvents and 
chemicals will alter the appearance, please follow the cleaning guidelines to prevent any undesired changes to the 
appearance. 
 
Australian Consumer Law: 
 
Nothing in these Terms and Conditions diminishes, changes or removes your rights to a repair, return or replacement 
that is afforded to all consumers under Australian Consumer Law.  
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SPECIAL ORDER ITEMS (SOI) & CUSTOM FINISHES - PAYMENT TERMS 
 
 

Pre-Paid Customers: 
 
Deposit: 

If you are a Pre-Paid customer, a deposit is required at the time of order, the balance is to be paid before stock is 
delivered and invoiced you (the customer). 

●​ NB: the deposit does not secure stock, just the pricing. 

 
If your order is placed 6-months or more prior to delivery being required, you will be afforded a 2-week Cooling Off 
Period) in e&s ordering your stock with the manufacturer to provide an opportunity to make any further changes. 
However, once that period is over, you have waived the right to cancel or amend your order and you will need to 
accept the goods as per our Terms & Conditions of our Special Order Item policy. 
 
Payment in Full: 

If the sales order is Paid in Full (PIF), your stock will immediately be placed with the supplier and once stock arrives at 
our e&s warehouse, it will be held from the date it arrives (free of charge) until delivery is required. 

 

Credit Account Customers:  

If you are a customer that holds an e&s Credit Account, upon receipt of your Purchase Order OR Order 
Confirmation, you are in acceptance of our e&s Terms & Conditions including Special Order Items and cannot 
cancel your order. 

 
If your order is placed 6-months or more prior to delivery being required, you will be afforded a 2-week Cooling Off 
Period) in e&s ordering your stock with the manufacturer to provide an opportunity to make any further changes. 
However, once that period is over, you have waived the right to cancel or amend your order and you will need to 
accept the goods as per our Terms & Conditions of our Special Order Item policy. 
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PROFORMA/AGENCY BRANDS 
 
Each brand has its own set of Terms & Conditions of Sale and they set the pricing, promotions, payments, and 
deliveries. If you have an existing e&s 30-day Credit Trading Account, you are unable to use this to purchase a 
product from a Proforma/Agency brand. An initial deposit (maybe required) and subsequent payment in full, prior to 
any deliveries taking place. 
 
Proforma/Agency Brands that fall under this category: 
 
AEG AEG Terms & Conditions of Sale 

Asko Asko Terms & Conditions of Sale 

Bora Bora Terms & Conditions of Sale 

Capital BBQ’s Capital Terms & Conditions of Sale 

DCS BBQ’s TBC 

Duravit Request from e&s commercial team 

Falcon Falcon Terms & Conditions of Sale 

Falmec Request from e&s commercial team 

Fisher & Paykel Fisher & Paykel Terms & Conditions of Sale 

Gaggenau Gaggenau Terms & Conditions of Sale 

La Cornue TBC 

Liebherr TBC 

Miele Miele Terms & Conditions of Sale 

Neff Neff Terms & Conditions of Sale 

Smeg Agency Smeg Agency Terms & Conditions of Sale 

Steel Steel Terms & Conditions of Sale 
 
Ordering via Project or a Builders Agreement, the following process must be adhered to: 

1.​ If you have received a Project Proposal or have an active Builders Agreement, you will need to place a 
purchase order or order confirmation directly to the relevant supplier using the pricing from the proposal or 
quote. 

2.​ This will secure your pricing and allow them to forecast and manage your stock requirements. 
3.​ To arrange delivery, you contact the Supplier directly with your Order Number and they will book in delivery 

and request final payment.  

Ordering via Standard Proforma/Agency, the following process must be adhered to: 
1.​ Your company will still need to place order confirmation with e&s to start the process. 
2.​ At this point the supplier(s) will require a deposit. We will contact you to arrange for credit card or direct 

deposit payment. 
3.​ e&s Commercial would then place the order with the supplier via their online portal to secure pricing and 

stock. 
4.​ e&s will forward you a copy of the Order/Receipt from the supplier as confirmation. 
5.​ Any applicable or approved promotions will be applied to your order. 
6.​ To arrange delivery, you contact the Supplier directly with your Order Number and they will book in delivery 

and request final payment.  
7.​ At times e&s can deliver the stock should the delivery location be outside of the supplier’s delivery zones, 

please discuss this with your e&s representative to request a delivery cost. 

NB: e&s is unable to provide any form of invoice to assist with payment to the supplier. Please do not hesitate to 
contact us if you require more information or would like to discuss the process. If you choose not to place a deposit 
or payment in full, you will not be able to secure any pricing or applicable promotions.  
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CREDIT TRADING ACCOUNT CUSTOMERS 
 
SUPPLY CONTRACTS & PURCHASE ORDER POLICY 

Should the need arise for E & S Trading to enter into a commercial Supply Contract or acceptance of a Purchase 
Order, the correct procedure is as follows: 
  
a) Supply Contracts/Agreements and Purchase Orders must be reviewed and signed off by e&s Commercial Senior 
Management. NB: e&s does not accept any contracts where a sales consultant or account manager has signed off 
on behalf of e&s without the correct approval. 
 
b) e&s trading (Discounts) Pty Ltd does not accept or agree to any liquidated damages or retention of payments. 
This clause supersede any terms in customer supply contracts or purchase orders and is non-negotiable. 
  
c) e&s Commercial Senior Management to review the contract with our Chief Financial Officer.​
 
d) e&s trading (discounts) Pty Ltd will make alterations and mark up’s to supply contracts and purchase orders where 
required. 
  
e) Once the contract has been agreed to and signed by all relevant parties, a copy of the contract must be 
electronically sent to e&s 
 
f) Any changes to ABN or business identity, the customer will be required to complete a new Credit Application Form 
E&S has the right to refuse an order from an account customer who has not registered a new/changed ABN and 
business details. 
 ​
g) Any changes to the Customers conditions of trade, terms, circumstances, location and/or quantity issued on their 
Purchase Order, needs to be advised and a Purchase Order Variation provided (refer page 13). This includes any 
changes to their Conditions of Contract, Terms & Conditions.  
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PURCHASE ORDERS, ADDITIONAL ORDERS & PAYMENT PROCESS: 

a.​ It is company policy for a customer with a Credit Trading Account to provide an official Purchase Order or an 
approved Reference Number that is recognised by the accounts department. 

b.​ If a customer has a Credit Trading Account, a sales order can only be generated upon receipt of an official 
company purchase order. However, if the customer does not operate with an official purchase order 
program, acceptance of an official e&s quote accompanied with an approved reference number supplied 
only by the owner/director of the business, to acknowledge and accept, that they recognise it for 
accounting and payment purposes (ie. Job Reference/Site Address) must be provided and entered into the 
PO# field. 

c.​ Any variations or changes to the original order require the following to be advised in writing by the method of: 

●​ ETO/ETS (extras to order/supply) or; 
●​ Purchaser Order Variation or; 
●​ In writing from a Director or an employee approved by the Director of that company. 

d.​ If a Credit customer breaches its Trading Terms, their account will go on HOLD (stop) 

e.​ If a Credit customer's account is on HOLD (stop), then no stock is to be released until full payment has been 
received and Accounts Receivable have given any clearance to do so. 

f.​ A customer can not "part" pay any of their outstanding or overdue balances to enable the release of stock. 

g.​  A customer can not pay for any individual items to be invoiced. 

h.​ The customer of the builder and/or company can not pay E&S directly - payments can only be accepted by 
the company making the purchase. 

i.​ A customer can not use their E&S Credit Trading Account to pay for Proforma/Agency Brand purchases. NB: 
These are excluded and subject to the suppliers' Terms & Conditions of Sale 

j.​ Any sales orders containing SOI products are subject to our SOI Terms & Conditions, please refer to our SOI 
policy and process. Click Link: Special Order Items (SOI) or Non-Cancellable Items 

 
If extra goods are required to be supplied on a job over and above the original purchase order, please follow the 
process below to ensure that there are no potential issues with administration and stock availability. 
 
ADDITIONAL ITEMS: 
1. e&s are only able to supply the quantity of product detailed on the original Purchase Order - if additional items are 
required or goods are required to replace lost, damaged or stolen products, we require either: 

 
a.​ An updated purchase order from your estimating team to be emailed to commercial@eands.com.au 

b.​ An ETO is to be emailed to commercial@eands.com.au. If an ETO is being arranged by a site supervisor and 
they are unable to scan and email the ETO, please simply take a photo of the ETO and email it to 
commercial@eands.com.au 

 
DAMAGED PRODUCTS: 
1. If products are received from e&s that are deemed damaged or incorrect on arrival 

 

a.​  A replacement product will be supplied on the original purchase order number 

b.​ A return will be booked for the damaged item. 

i. please ensure that the items to be returned are available for pick up from the agreed delivery point in 
order for this to be credited to your account 
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SUPPLY TERMS AND CONDITIONS 
These terms and conditions of sale (Terms and Conditions) apply for the supply of all products, merchandise and 
services ("Products") by E & S Trading Co (Discounts) Pty Ltd (ACN 007 449 265) ("E&S") to any person, firm or company 
(Customer).  These Terms and Conditions shall apply notwithstanding any provisions to the contrary which may 
appear on any order form or other document issued in relation to the Products. 

1.   Acknowledgement 
a.​ The Customer's placement of an order to purchase Products from E&S constitutes acceptance of these Terms and 

Conditions. 
b.​ If the Customer cancels or alters any order, then E&S reserves the right to charge the Customer any associated costs. 

2.   Prices 
a.​ The Customer agrees to pay the prices specified in E&S's price quotation for the Products applicable when the order is 

placed. 
b.​ The Customer must pay E&S's goods and services tax and any other taxes, duties, fees and levies for the Products which 

will be involved in an invoice to the Customer. 
 
3.   Terms of Payment 

a.​ The granting of credit to a Customer shall be at the absolute discretion of E&S and unless otherwise demanded by E&S 
the Customer shall make payment of all amounts payable within 30 days from the end of the month in which the Products 
are charged. 

b.​ The Customer shall not be entitled to withhold payment of any account by reason of any query, dispute or set off, unless 
otherwise agreed by E&S. 

c.​ If the Customer fails to make payment in accordance with clause 3.(a) and or 3.(b) E&S shall be entitled to: 
(i) Require the payment prior to the time of any further Products being supplied; 
(ii) Claim from the Customer all costs, expenses and charges incurred including, but not limited to, any mercantile 
agent's costs and legal costs and disbursements on a solicitor-client full indemnity basis; 
(iii) Cease any further deliveries to the Customer and terminate any agreement in relation to Products that have not 
been delivered to the Customer; 
(iv) Charge an account-keeping fee at the rate of two per cent (2%) per month on a cumulative basis calculated on 
a day-to-day basis on any monies due but unpaid to E&S.  Such amounts will be computed from the due date for 
payment.  The parties agree that such amounts are not a penalty but are a true measure of damages incurred by 
E&S.  Payment received from the Customer will be credited first against any account-keeping fees and all such fees 
shall be payable on demand. 

  
4.   Delivery & Risk 

a.​ E&S shall endeavour to effect delivery of the Products at the time or times required by the Customer but failure to do so 
shall not confer any right of cancellation or refusal of delivery on the Customer or render E&S liable for any loss or damage 
directly or indirectly sustained by the Customer as a result thereof. 

b.​ E&S's delivery obligation is discharged on arrival of the Products at the Customer's nominated delivery destination, set out 
on an invoice.  E&S may, at its discretion, make and invoice partial deliveries and each partial delivery shall be a 
separate sale pursuant to these Terms and Conditions. 

c.​ The risk in the Products shall pass to the Customer upon delivery to the Customer or its agent or to a transport company 
nominated by the Customer. 

d.​ The Customer shall examine the Products immediately after delivery and E&S shall not be liable for any misdelivery, 
shortage, defect or damage unless E&S receives details in writing within seven (7) days of the date of delivery. 

e.​ Any Products the subject of clause 4.(d) shall be left in the state and condition in which they were delivered until such 
times as E&S, or its duly authorised agent has inspected the Product. Such inspection to be carried out within a 
reasonable time after the notification by the Customer.  If a Product is not left in the state and condition in which it was 
delivered, the Customer shall be deemed to have accepted the Product and shall pay the purchase price in full to E&S. 

f.​ E&S is not liable for any claims for non-fulfilment or late delivery of Products, or any loss or damage (including 
consequential loss or damage) suffered by the Customer arising from the delay in delivery or failure to deliver.  The 
Customer shall accept and pay for the Products notwithstanding late delivery. 

g.​ Subject to clause 4.(d), acceptance of the Products shall be deemed for all purposes to have taken place when delivery 
has occurred. 
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h.​ No Products will be accepted for return by E&S unless agreed in writing by E&S prior to such return and then only at the 

Customer's entire risk as to loss or damage.  Where E&S agrees to accept Products for return, E&S may at its discretion 
charge a restocking charge to the Customer, which will be immediately payable. 

i.​ Third party deliveries of Products may be arranged at the request of the Customer subject to the acceptance of E&S.  The 
cost of such delivery shall be to the Customer's account detailed separately on a sales invoice. 

  
5.   Legal and Equitable Title 

a.​ Ownership of the Products remains with E&S until the Customer has paid all indebtedness on an all monies basis to E&S on 
any account whatsoever. 

b.​ The Customer agrees that it is in possession of the Products solely as a bailee for E&S until all payments owing to E&S have 
been made in full on an ongoing basis and until such payment: 

(i) shall be fully responsible for any loss or damage to the Products whatsoever and howsoever caused following 
delivery; 
(ii) shall store the Products separately from its own goods and those of any other party and in a manner which clearly 
identifies the products, as the property of E&S; and 
(iii) shall maintain records of Products owned by E&S identifying them as E&S's property and allow E&S to inspect those 
records and the Products upon request. 

c.​ E&S licences the Customer to install the Products.  If the Products are affixed to other materials, the totality thereof shall be 
the sole and exclusive property of E&S until full payment has been made to E&S. 

d.​ The Customer shall be at liberty to sell the Products subject to the condition that until payment has been made to E&S, 
the Customer shall sell as an agent and bailee for E&S. 

(i)   E&S reserves the following rights in relation to the Products until all amounts owed by the Customer to E&S are fully 
paid to enter the Customer's premises (or the premises where the Products are located) without liability for trespass or 
any resulting damage and retake possession of the Products. 

e.​  If the Products are sold by the Customer, the Customer must hold in trust such part of the proceeds as represent the 
invoice price of the Product sold in a separate identifiable account as the beneficiary property of E&S and must pay such 
amount to E&S upon request.  E&S is entitled to maintain an action against the Customer for the purchase price of the 
Product. 

  
6.   Default 

a.​ The Customer will be in default if: 
(i) the Customer breaches these terms and conditions or any other agreement with E&S for the supply of products; 
(ii)  payment for the Products has not been received by E&S by the due date of payment; 
(ii) the Customer, as an individual, commits an act of bankruptcy or becomes insolvent or its credit standing alters 
adversely; 
(iii) the Customer being a body corporate ceases to carry on its business or becomes insolvent or an order is made, or 
a resolution passed for its winding up, whether voluntary or otherwise if a receive, receiver and manager, or 
administrator is appointed to the whole, or any part of its assets 
(iv)   E&S determines the Customer's credit worthiness. 

b.​ If the Customer defaults, E&S may; 
(i) treat the agreement with the Customer as repudiated and sue for breach of contract or other remedies available 
to the E&S ; 
(ii)  refuse to supply any Products to the Customer; 
(iii) claim the return of any Products in the Customer's possession; 
(iv) withdraw or vary any credit E&S may have provided to the Customer; or 
(v)  make all monies owing to E&S on any account immediately due and payable. 

 
7.   Warranty 

a.​ The Products are warranted by the product's manufacturer against defective workmanship and materials.  The Customer 
acknowledges that such warranty is limited to the repair or replacement of any defective Product or materials at its 
option and is subject to the terms stated in the Warranty Card attached to the Product. 

b.​ To the extent permitted by law all implied conditions and warranties are expressly excluded. 
c.​ Except as provided in this clause, E&S shall not be liable for any loss or damage, whether direct or indirect (including 

consequential losses or damage) arising out of any breach of contract by E&S or any negligence of the E&S , its 
employees or agents. 

d.​ Noting in these Terms and Conditions shall be read or applied so as to exclude, restrict or modify, or have the effect of 
excluding, restricting or modifying any condition, warranty, guarantee, right or remedy implied by law (including Trade 
Practices Act 1974 (CTH) and which by law cannot be excluded, restricted or modified. 
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8.    Limitation and Liability 

a.​ These terms and conditions do not exclude, restrict or modify the application of any provisions of any Commonwealth, 
State of Territorial Law which cannot be excluded, restricted or modified. 

b.​ To the extent permitted by law all terms, conditions, warranties and representations, expressed or implied, by the statute 
or otherwise, are hereby expressly excluded. 

c.​ To the extent permitted by law, E&S shall not be liable to the Customer for any injury, harm, loss, damage, costs, expense 
or other claim including economic loss or loss of profits however arising from the supply of the Products or arising from any 
breach, default or negligence of E&S in connection with the supply of the Products. 

d.​ If the Customer is entitled to the benefit of any implied terms which cannot be excluded, E&S's liability shall be limited, at 
its option, in the case of a supply of goods to: 

(i)   the replacement of the Product or the supply of an equivalent or similar Product; 
(ii)  the payment of the costs of replacing the Products or acquiring the relevant Products; 
(iii) the payment of the costs of having the Products repaired; 
(iv) the repair of the Product; 
(iv) in the case of services, the resupply of the services; or 
(v)  the payment of the cost of having the services performed again. 

  
9.   Force Majeure 

a.​ E&S shall not be held liable for failure to comply with these terms and conditions to the extent that the E&S 's performance 
is prevented or delayed because of circumstances outside of E&S's control.  This includes but it not limited to unforeseen 
events such as strikes, breakdown of machinery, adverse non-foreseeable weather conditions, or action of government 
or a port authority. 

10. Amendments 
a.​ E&S may amend these terms and conditions from time to time. 

11.  Governing Law 
a.​ These terms and conditions are governed by the laws of Victoria and the parties submit to the exclusive jurisdiction of the 

Courts of Victoria. 

12.  Service of Documents 
a.​ Service of any notices may be affected by forwarding same by pre-paid post which will be deemed to have been 

received two days after postage, or facsimile which will be received on successful transmission, to the last known address 
and facsimile of the parties. 

13.  Settlement of Debt 
a.​ A certificate signed by a duly authorised representative of E&S shall be prima facie evidence of the amount of the 

indebtedness of the Customer to E&S at that time. 

14.   Indemnity 
a.​ Without prejudice to any other rights E&S may have against the Customer and to the extent permitted by law, the 

Customer shall indemnify E&S for and save it harmless from any loss, damage, or expense incurred by the Customer 
should the Customer cancel any order (or part thereof) for the Product or breach these terms and conditions. 

15. Disputes 
a.​ Prior to recourse to arbitration or litigation E&S and the Customer will each notify the other of the name of a senior 

representative who will use their best endeavours to resolve any dispute in consultation with each other.  If the senior 
representatives fail to resolve the particular dispute, then they will use their best endeavours to resolve the dispute by 
mediation.  The mediator will be appointed to the Australian Commercial Dispute Centre (ACDC) and the mediation 
administered by the ACDC. 
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SPECIAL TERMS AND CONDITIONS - PROJECTS 
Terms of Payment 

a.​ This clause takes precedence over item 3(a), unless credit is granted amounts payable will be Cash On Delivery (COD), if 
granted credit, will be payable according to agreed terms (7, 14, 30 days) from the end of the month in which Products 
are charged. 

  
Delivery Expectations 

a.​ This clause is to be read in conjunction with item 4 (a).  The customer will supply a delivery schedule, delivery address(s) 
and requirements (pallet heights, time restrictions and any other requirements that may impact on deliveries), breakdown 
of levels and by room requirements to enable delivery and logistics, contacts for sites deliveries and call-ups. The 
breakdown will need to be provided prior to stock being ordered with the relevant supplier(s). 

  
Credit Returns for Damaged or Missing Stock 

a.​ Credit returns for damaged or missing stock will be assessed on an individual basis.  E&S is to be advised in writing of 
damaged stock within 48 hours of receipt.  Missing stock is to be advised in writing within 24 hours of receipt.  Credits will 
only be raised after due diligence is carried out to confirm the party at fault. 

  
Irrevocable Order Items 

a.​ Indented/Special Order Items: these products are irrevocable items with suppliers; these can carry long lead times from 
suppliers (up to 20 weeks) and cannot be cancelled once ordered. 

  
Agency Brands 

a.​ All agency brands: including Asko, Miele, Gaggenau, Neff, Falcon, Falmec. Purchase orders and payments need to be 
made directly to the relevant supplier. E&S cannot forward any purchase orders or respond as order confirmation.  If your 
company is not on an agreement for the brand selected, a 30% deposit is required to secure the quoted price. 

  
Variation Order to Original Supply Agreement 

a.​ All variations to the original supply agreement and subsequent variations are required to be in writing.  Any goods that 
have been delivered/invoiced or received into the E&S warehouse, could be subject to restocking fees based on the 
brand in question and will be assessed on an individual basis. Clause 16(c) is applicable to any returns. 

  
Bulk Stock Lead Times 

a.​ Bulk stock items are placed at the ‘date of order’.  There is a minimum requirement of up to 20 weeks with suppliers for 
bulk orders.  

  
Bulk Stock Returns 

a.​ All stock returns are required to be assessed by E&S prior to collection.  Bulk stock return requests are required to be 
directed in writing to the Commercial office. 

b.​ Bulk items considered additional stock due to misplacement on site by the client will incur a 20% handling fee based on 
total cost of items returned. Bulk returns could be subject to restocking fees based on the brand in question and will be 
assessed on an individual basis. 

c.​ Delivery drivers should not be instructed to collect items unless they have been assessed or organised for collection 
through the Commercial office. 
 
 

 ……………………………………………………………….          ​ …………………………………………………………. 

Signed on behalf of E&S Trading                                        ​ Signed on behalf of the (CUSTOMER NAME) 

  

 ………………………………………………………………. 

Dated 
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VOLUME BUILDER KEY BACKEND SUPPORT 
TOWNHOUSE PROJECTS 

To ensure the highest level of project delivery, we conduct a logistics review for each project. As part of this, a 

Pre-Order Project Checklist must be completed. 

MASTERFILE 

The Masterfile is a single, centralised workbook designed for efficiency: 

●​ Centralised Information: It provides easy access to all essential information, including e&s contacts, processes, 
agreements, and contract pricing. 

●​ Live Updates: Both e&s and your team have access to live updates. 
●​ Reduced Email Traffic: It eliminates the need to email Contract Pricing spreadsheets back and forth or send 

additional spreadsheets for changes to contacts or other information. 
●​ Time-Saving for Estimators: It saves estimators time by providing instant pricing, especially if it's not already 

loaded in your Data-Build System. 
●​ Business-Wide Utility: It can be effectively used across all areas of your business. 
●​ Enhanced Efficiency: It allows both e&s and your team to manage day-to-day business operations much 

more efficiently. 

CUSTOM SELECTION APPOINTMENTS 

You gain access to our Custom Selection Specialist team, who provide a 'diamond level' experience and assist with 
your upgrade options. 

KEY SUPPORT OFFER 

We offer the following key support features: 

●​ Flexible Delivery Charges: Only one delivery charge applies per house lot, regardless of the number of 
deliveries booked (refer to Delivery Terms in General T's & C's in your Masterfile). 

●​ Early Purchase Order Program: Placing a Purchase Order (PO) with us initiates an Early PO Program with 
multiple suppliers, aiding stock forecasting and management. 

●​ Data-Build Assistance: We help maintain data integrity by assisting with the export and import of your pricing 
catalogue to ensure both our systems match, reducing account discrepancies. 

●​ Product Labelling: Product boxes are labelled with Job Reference details, making it easier for your Trade 
Partners to store products for future installation. 

●​ Trade Partner Feature: Your trades receive instant information as soon as we process or update your order. 
●​ Marketing Support: We offer marketing support to add value to your business and enhance customer 

engagement. 
●​ Dedicated Support Team: A dedicated e&s Coordinator and Support Team are available for all quotes, 

orders, deliveries, and after-sales service communication. 
●​ Special Delivery Agreements: Customised delivery agreements are available, subject to approval. 

 

 

21 

https://form.jotform.com/243106987010856
https://form.jotform.com/243106987010856


 
 
CUSTOM SELECTION APPOINTMENTS 
 

1.​ Click Link to Open: e&s Custom Appointment Booking Request Form 
 

2.​ Fill & Submit Form 
 

3.​ Form automatically gets sent to our custom.selections@eands.com.au email address   
 

4.​ Our Custom Selection Specialist Team then undertakes the next steps and makes contact your client directly 
to book appointment 
 

5.​ Once the appointment is completed; our Estimating Team is advised, and the next step of the process 
engaged. 
 

6.​ e&s to apply discounts (where applicable) and email through to your nominated contact. 
 

7.​ Save link to form as bookmark to your computer desktop, tablet or phone for easy access OR download it via 
our website eands.com.au/commercial 
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SERVICE BOOKING REQUESTS 
 
To assist us to book a service request with the manufacturer on your behalf, please fill in and submit this form.  
 

1.​ Complete our online e&s Commercial Service Booking Request Form - CLICK HERE  
●​ Product Codes and Serial Numbers (serial number is located on the product)  
●​ Fault or Issue with the Product  
●​ Job Address (inc Street Number)  
●​ Best Contact Details (Name, Phone Number and Email)  
●​ Photo or Video of Issue (if visual)  

  
2.​ Our Commercial Support Team will lodge a service request in our system and with the supplier.  

●​ Our Internal Customer Service Team to Follow Up:  
●​ Customer Service to send a text message to your mobile phone which will include Toll Free 1800 084 

701.  
●​ You will receive Customer Service mail out from E&S Trading in the coming days after placing a 

service call request. 
●​ If you’re not 100% happy with the progress of your service, please follow the prompts on the E&S 

Trading service card to assist with the process. 
●​ Follow up will continue until the issue is resolved.  

  
We want to make sure that your service call is acted upon in a prompt manner by the supplier.  
 
***Please note: The above information is very important to the service call process and without it we are unable to 
place a service call with any supplier***   
 
ONLINE SERVICE BOOKING REQUEST FORM 
 

 
SCAN OR CLICK 
ON THE QR CODE TO OPEN 
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TRADE PARTNER FEATURE 
 
Our operating system is full of some exciting features and benefits to help us integrate into your business and provide 
you with a high level of customer service to you and your trade partners. 
 
Utilising our ability to add your key Trade Partners to our database, this allows us to send them all the images and 
specifications of the products that you have ordered from us at a click of a button! 
 
Subsequently, any changes to the order throughout the process, they will receive the updated information as soon 
as we hit save which means INSTANT UPDATES! 
 
This will allow your trades to work off the most current information and reduce the chances of a product not fitting at 
the time of installation. 
 
The activation process is very minimal and all we need is….. 

●​ Trade Partner Information 
●​ If you use multiple Trade Partners for certain areas, just nominate the correct trade on your Purchase Order 

 
Example of the initial email and details that your Trade Partner will receive when an order is created…..​ ​  
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Example of the email and details that your Trade Partner will receive when a change is made to an order….. 
 
​  
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DELIVERY NOTIFICATIONS 
 
It is important for your Site Team or Trade Partners to know what items they will be receiving on a delivery and when! 
 
We have recently upgraded our Delivery Notification Feature to ensure the right person receives a detailed email 
outlining what is due to be delivered and what day. 
 
This makes it easier for your Site Team or Trade Partners to make decisions if the delivery needs to proceed or further 
information is required.  
 

●​ Email Notification can be sent to a Site Contact or Trade Partner (up to 6) if selected and send email box 
ticked. 

●​ Contact(s) to receive a list of items that they will be receiving and a list of what is remaining on the order to 
be delivered. 

●​ Communication is sent 2-days prior to the Confirmed Delivery Date so that changes can be made if required. 
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WARRANTY & REFUND POLICY 
 
Product Returns/Swapover 

1.​ Please check if you qualify for a refund or call our Commercial Support Team on 9811 5397 or 
commercial@eands.com.au  

2.​ Any returns where customer is unhappy with selection, incorrectly ordered or is excess stock that is no longer 
required - this must be assessed accordingly before approving  

3.​ Damaged/Faulty stock which is advised within 7-days of delivery (and hasn't been installed) that requires a 
swapover. Photos will be required 

4.​ Damaged/Faulty stock which is outside the 7-day delivery period (and hasn't been installed) that requires a 
swapover - the return must be pre-approved by your E&S Key Account Manager. Photos will be required. 

5.​ Damaged/Faulty stock that has been installed can not be returned unless prior approval is provided from the 
supplier. Photos will be required. 

6.​ Returns required to supplier or E&S, the restocking fee must be negotiated and approved by the customer (in 
writing) prior to stock being returned to NPW or direct supplier pick up. 

7.​ SOI (Special Order Item) process must be adhered to at all times - refer Special Order Items (SOI) & Custom 
Finishes 

8.​ Once our customer service department has determined if you qualify for a product return we will make 
arrangements with you to arrange collection of your item/s. If your item/s are deemed to have been 
damaged in transit or are faulty E & S Trading Co. will bear the costs involved. 

9.​ It is the customers' responsibility to ensure that the items arranged for return are suitably packed for collection 
and transport back to our Warehouse. If the item/s are not returned in the agreed condition, or if being 
returned for damages are returned with more damage due to poor repacking, restocking fees may be 
applicable. 

10.​Refunds will not be issued until the item/s are received into our warehouse and the condition of the products 
are checked. 

 
 
Warranty 

1.​ All products sold in this store come with comprehensive express warranties provided by the manufacturers. 

2.​ In certain circumstances you may be entitled to a refund. See Refunds 

3.​ If the manufacturer's express warranty is a replacement warranty, then your product will be replaced. 

4.​ If the manufacturer's express warranty is a repair warranty, then your product must be repaired by the 
authorised warranty service dealer. 

5.​ Proof of purchase MUST be presented to receive warranty service or replacement. 

 
Back Up Plan Cover 

A Back Up Plan can be purchased to enjoy your product with certainty that it is covered for a specific period of time 
after the original manufacturer's warranty has expired. It is a warranty and service offer provided by e & s for the 
products we sell to give you further peace of mind.  
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Refunds  
 
Where the product you have purchased is not of merchantable quality, is not fit for its intended purpose; or does not 
match the description or sample provided; you are entitled to a refund. 
 
Proof of Purchase must be provided to receive a refund. 
 
When you buy, you should choose carefully. You do not automatically get a refund for simply changing your mind or 
making an incorrect purchase. 
 
Goods that have been unpacked or installed can not be returned unless the product you have purchased is not of 
merchantable quality, is not fit for its intended purpose; or does not match the description or sample provided. 
 
Any refund must be made using the same tender type as the original purchase 
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