
PRIMARY TUTOR ONLINE

TERMS AND CONDITIONS

1. KEY INFORMATION
1.1 Block and Term bookings are non-refundable once confirmed because each booking reserves a
dedicated teaching place that cannot be offered to another family.
1.2 You have a 14-day cooling-off right under the Consumer Contracts Regulations 2013 unless you
request lessons to begin sooner. If you request an early start, you acknowledge that your right to cancel
ends once the first lesson starts.
1.3 Any changes to Block or Term bookings must be made in writing to info@primarytutoronline.com.
1.4 Sessions cannot be swapped to alternative days, times, subjects, or groups for safeguarding and
curriculum-continuity reasons.
1.5 Joining links and lesson materials are issued only for the enrolled student and must not be shared.
1.6 Abuse of discount codes, referral schemes, or promotions is a material breach and may result in
cancellation without refund.
1.7 Due to limited class sizes, new potential customers may be turned away if sessions are full. Holding a
reserved place therefore carries a measurable business cost.
1.8 Nothing in these Terms removes your statutory rights under the Consumer Rights Act 2015.

2. DEFINITIONS
2.1 Resources means all worksheets, slides, PDFs, tasks, examples, and teaching content.
2.2 Services means all lessons, communications, preparation, assessment of work submitted, and support
provided.
2.3 Platform refers to the system used to deliver lessons (e.g., Zoom or Microsoft Teams).
2.4 Contract means the legally binding agreement formed at point of payment and written confirmation.
2.5 Parent/Guardian means the adult responsible for the student’s conduct and compliance with these
Terms.

3. SERVICES PROVIDED
3.1 Lessons are curriculum-aligned and designed to support progress, confidence and structured learning.
3.2 Parents must provide a safe, quiet learning environment with adequate equipment and supervision.
3.3 Group lessons cannot provide exclusive one-to-one support.
3.4 One-to-one tuition is available separately.
3.5 A suitably qualified substitute tutor may deliver any session where needed.
3.6 Students may be moved to a more appropriate level/group if required.

4. BOOKING AND PAYMENT
4.1 All lessons must be paid in advance.
4.2 We offer Pay-As-You-Go, Block, and Term bookings.
4.3 Prices may change for future bookings but never retrospectively.
4.4 Parents must provide correct contact details to ensure receipt of links and communications.
4.5 Students must be registered using their real full legal name. Nicknames, initials or ambiguous
usernames are not permitted on any learning platform.
4.6 Access links are emailed automatically at point of sale. It is the parent’s responsibility to save them.
4.7 Reminder emails with access links are automatically sent 24 hours before each session.



4.8 During lessons it is disruptive and unsafe for the tutor to check emails; therefore, parents must ensure
they have the correct link before the start of the session.
4.9 All sessions proceed as scheduled unless you receive formal notification of cancellation or change.
4.10 Discount codes must meet eligibility rules. Abuse will result in cancellation without refund.
4.11 Cooling-off rights apply unless you request an early start, which ends the right to cancel once
teaching begins.

5. TERM BOOKINGS & REFUNDS
5.1 Term bookings become non-refundable once the term begins.
5.2 Term bookings cannot be transferred to future terms or other students.
5.3 Non-attendance does not reduce payment obligations.
5.4 Cooling-off rights only apply before the first session unless you requested early start.
5.5 A session counts as delivered if 50% of lesson time has been taught.
5.6 We always deliver teaching with reasonable care and skill, as required by the Consumer Rights Act
2015.

6. CANCELLATIONS & MISSED SESSIONS
6.1 Pay-As-You-Go lessons may be rescheduled with 24 hours’ notice by: Signing into the booking portal
→ “Your Account” → “Your Bookings” → Select session → Choose “Cancel” or “Change Booking.”
6.2 Missed lessons for any reason (illness, travel, technical problems, forgetting, etc.) are not refundable.
6.3 Term lessons cannot be moved or swapped.
6.4 Catch-up materials may be offered, but not guaranteed.
6.5 If we cancel a session, we will reschedule or credit it at no cost.
6.6 Sessions cannot be exchanged for other subjects or times.

7. REFUNDS & COMPLAINTS
7.1 Refunds are only given where legally required or at our discretion.
7.2 Up to 20% may be deducted from discretionary refunds to cover admin, staff time, and Stripe
processing/chargeback costs.
7.3 Refund requests must be made in writing to info@primarytutoronline.com and must contain:
Parent/Guardian full name; Student full name; Booking reference; Original receipt.
7.4 Complaints must also be sent in writing and will be acknowledged within 5 working days.
7.5 A full written response will be issued within 14 working days.
7.6 Unresolved disputes may be submitted to Alternative Dispute Resolution (ADR).

8. TUTOR ABSENCES
8.1 A qualified substitute tutor may deliver the session.
8.2 If not possible, the lesson will be rescheduled or credited.

9. PUNCTUALITY
9.1 Sessions run strictly to timetable.
9.2 Student lateness does not extend session time.
9.3 If the tutor is late, the time will be added or a credit applied.
9.4 Students should join the waiting room 2–3 minutes early.

10. TECHNOLOGY



10.1 Parents are responsible for ensuring devices, internet, software, microphones, webcams, updates
and logins are working before lessons.
10.2 Technical issues on the student’s side do not qualify for refund.
10.3 If the tutor/platform fails, a reschedule or credit will be given.
10.4 If the primary platform fails, an alternative browser-based link (e.g. Teams Web) will be issued to
ensure continuity.
10.5 Lesson slides can be emailed after the session so the student does not miss learning content.

11. SAFEGUARDING & SUPERVISION
11.1 A responsible adult must remain in the home throughout every session.
11.2 Students must follow behaviour expectations and tutor instructions.
11.3 Cameras must be briefly turned on at the start for safeguarding verification.
11.4 Parents must ensure the learning area is appropriate and free from inappropriate content.
11.5 All communication must occur through official channels only.

12. MATERIALS & COPYRIGHT
12.1 Resources are for the enrolled student only.
12.2 Sharing, uploading, distributing or copying materials is prohibited.
12.3 Watermarking may be used to identify misuse.
12.4 Sharing links is a safeguarding breach and will result in immediate termination.
12.5 Recording or screenshotting lessons is strictly prohibited.
12.6 All content remains the intellectual property of Primary Tutor Online Ltd.

13. DATA PROTECTION
13.1 We comply with UK GDPR and the Data Protection Act 2018.
13.2 Parents/students may not record lessons.
13.3 If we record for safeguarding, we will inform you.
13.4 Data is stored securely and retained for legally required periods.
13.5 Parents may request access, correction, or deletion where lawful.

14. LIABILITY
14.1 We are not liable for issues caused by home equipment, internet, environment, or student behaviour.
14.2 While we strive to help students learn, progress and succeed—and always act in their best
educational interests—this does not create a guarantee of specific outcomes or grades.
14.3 Nothing excludes liability for death or personal injury due to negligence.
14.4 Our liability is limited to the amount paid for the affected service.
14.5 We are not liable for indirect or consequential losses.

15. FORCE MAJEURE
15.1 Events beyond our control (illness, power cuts, internet failure, emergencies) may interrupt lessons.
15.2 Affected sessions will be rescheduled or credited.

16. UPDATES
16.1 Terms may be updated for legal, safeguarding or operational reasons.
16.2 Material changes will be notified via email or website.
16.3 Continued use of the service = acceptance of updated Terms.



17. REPORTS
17.1 Parents may request a written report at £10 per report per child.
17.2 Reports take up to 14 days from the date of payment.
17.3 Reports are not assessments or examinations and do not determine or diagnose attainment levels;
they are based solely on tutor observations during sessions.
17.4 Reports can be used as supporting evidence for Local Authority home-education reviews.
17.5 Reports can only be produced for students who have attended for at least one half-term, allowing
time for adequate observations.

18. SEVERABILITY
18.1 If any clause is unlawful, the rest remain valid.

19. GOVERNING LAW
19.1 These Terms are governed by English and Welsh law.

20. JURISDICTION
20.1 The courts of England and Wales have exclusive jurisdiction.


