
Part 6: 
 The importance of Ts&Cs and
good customer relationships



1. When a customer or client comes along, do you know them? The answer will
usually be no. Therefore, if you want to do business with them, you will need
PROTECTION. 

IF YOU WANT TO GET YOUR BUSINESS 
FIGHTING FIT -

IT'S VITAL THAT YOU HAVE TERMS AND CONDITIONS OF
BUSINESS AND STRONG CUSTOMER RELATIONSHIPS

 
 

Why do I need Terms and Conditions?

I have been asked this question many times over the years, usually followed by the
comment, “My business is doing fine, I have no need for Terms and Conditions”. But
having clear Terms and Conditions is essential to getting your business in order.

Let me give you 5 reasons why…

2. What about your order form? It should be clear from your Terms and
Conditions that the order form is part of the contract that specifies the exact
quantity and specification of what is required from your business and exactly
what your customer has requested. Your Terms and Conditions is a good place to
neatly deal with the issue of order forms.
3. If you are supplying goods, how do you know when ownership transfers to your
customer and the goods become their responsibility? There should be a
provision in your Terms and Conditions outlining that ownership of the goods
only passes to the customer on receipt of payment in full and not on completion
of delivery. The responsibility and risk for the goods should be clear and detailed
so that the risk in the goods passes on the basis of a specific time and event.
4. If payment for goods or services isn’t forthcoming, what will you do? There
needs to be a payment section in your Terms and Conditions. You must set out
your terms of payment, for example, payment must be made within 14 days. 



Know your customer. You should obtain from them documentary evidence to set
them up on your system. If they are a limited company, obtain full details of all
the directors as well. If you know what your customer or client wants, for example,
signed delivery notes with invoices or statements on the last day of each month
– provide these. If you understand your customer or client, you shouldn’t have a
problem. Contact your customer every four weeks to ask if everything is going ok.
You need time to listen and empathise.

If payment is not made within this time, you may charge interest on the overdue
sums. If payment remains due, for say over a month, you have the right to place
them on stop and to take further action for recovery. You need a clause to cover
your costs of recovery. Why should you be out of pocket? As part of the
contractual terms you can claim back the costs of recovery if further action is
required. Wording is key here. 
5. What if you or the other party needs to terminate the contract? It is important
to deal with the issue of termination in your Terms and Conditions. You should set
out how termination will work and what the logistics are around the return of
goods.

These are only 5 reasons why you need Terms and Conditions of business. There are
a lot more. Terms limit your liability in regard to some situations.

Within your business you may require terms covering copyright and intellectual
property, your products and services, maintenance contracts, limitation of liability,
refund policy, shipping and delivery conditions, if dealing internationally – governing
laws. 

How to build strong customer relationships

The one essential thing that helps a business to work is the relationship you have
with your customer or clients. 

My 5 tips for boosting that relationship:



Tailor communications to your customer. All of your customers will not want the
same things. If you can personalise things – less problems will occur. 

Be accessible – this is key to any relationship. There is no reason why mobile
telephone numbers should not be handed out to customers. They can ring and
immediately speak to someone who can help and assist. The most frustrating
thing for them is phoning a number from your website and being faced with
endless automated menu options or being passed from pillar to post. They’ll
probably do what I do….hang up and choose a different company!

Work on gaining customer loyalty. If you get this, it will in fact grow your
business. 

Be patient. Listen to what your client wants.

You need to chase early. Fresh debt is a recoverable debt. 

You need to interact with your debtors to persuade them to make payment. For
me, this is done on the telephone. Debtors ignore letters and emails!

There is the ‘won’t pay’ versus the ‘can’t pay’. Most debtors are just in a tough
position and will stick their heads in the sand hoping everything will go away.
Sadly, it won’t.

If you maintain a good relationship with the debtor, in all likelihood payment will
come.

How do you maintain good relationships with debtors?

If you have any ‘bad debt’ you need to know how to communicate with your debtors. 



I have found over the years there are possibly only three types of debtors:

1. Those facing genuine difficulties - This debtor is in a tough position, wants to
pay, but has no money with which to do so. With these debtors, if you work with
them, offering an instalment arrangement, payment should follow. 

2. The delayer - The next type of debtor delays payments without a valid reason.
If you can speak to them to ask what the issue is – on a friendly basis, payment
should follow. One of the reasons often given is that they are waiting for
payments themselves to pay you. If you know this, you can work with them. Some
clients only pay on a certain day! They are not going to change this as they have
worked this way for the last 30 years. Again, if you know this, you can work
together.

3. Those with no intention of paying up - The final debtor is the one who never
intends to pay. Hopefully, you will have very few of these. If this debtor is not
communicating with you, there isn’t anything you can do but hand the account
over for collection.

I hope these pointers are useful but if need any further advice on how to put
together clear Terms and Conditions to protect your business or how to deal with
customers and debtors, please don’t hesitate to get in touch by emailing
debtrecovery@beswicks.com or phoning 01782 205000. 

Richard Anderson
Head of Debt Recovery
Beswicks Legal
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