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1. SERVICES
Clean Stays provides professional mobile cleaning services for short-term rental and holiday let properties. Services include standard turnover cleans, linen hire, guest amenities, and approved additional services.
All services are delivered in accordance with the agreed scope. Any work outside this scope may incur additional charges or require reclassification of the service.

2. INTERIOR – STANDARD TURNOVER CLEAN (INCLUSIONS & EXCLUSIONS)
Included (Standard Turnover)
A standard interior turnover clean prepares the property for incoming guests and maintains a high presentation standard.
General Areas (Living, Dining, Bedrooms)
· Dusting and wiping accessible surfaces 
· Vacuuming and mopping floors 
· Resetting furniture to standard layout (no heavy movement) 
· Making beds with supplied linen 
· Removal of general rubbish 
Kitchen
· Wiping benches, splashbacks, and accessible surfaces 
· Cleaning exterior of appliances 
· Cleaning sink and tapware 
· Emptying bins and replacing liners 
Bathrooms
· Cleaning toilets, showers, baths, and sinks 
· Wiping mirrors and accessible surfaces 
· Cleaning fixtures and fittings 
· Restocking agreed amenities 
General Reset
· Presenting the property in a guest-ready condition 
· Placement of agreed guest amenities 

Not Included (Standard Turnover)
· Moving furniture (unless on wheels with functional brakes) 
· Heavy lifting or repositioning of large or fixed items 
· Cleaning behind or beneath heavy furniture or appliances 
· Full internal window, blind, track, or shutter cleaning 
· Wall washing, ceiling cleaning, or stain removal 
· Removal of mould, ingrained dirt, or permanent stains 
· Excessive rubbish removal beyond standard guest use 
· Excessive dishwashing beyond normal turnover expectations 

Condition-Based Adjustments
If the property condition exceeds a standard turnover clean, Clean Stays reserves the right to:
· Apply additional charges, or 
· Reclassify the service as a deep clean 

3. EXTERIOR CLEANING TERMS
Included (Standard Turnover)
Exterior cleaning is limited to light presentation cleaning of accessible entertaining areas:
· Wiping outdoor surfaces (tables, benches) 
· Sweeping and mopping outdoor dining and entertaining areas 
· Cleaning accessible glass doors and pool glass panels 
· Cleaning BBQ surfaces 

Not Included (Standard Turnover)
· Pool cleaning or entering pools 
· Gutter cleaning or roof access 
· Tile or grout restoration 
· Deck polishing, oiling, or restoration 
· Exterior house washing 
· External windows or window sills (beyond accessible glass doors/pool glass) 
· Gardening, landscaping, or lawn care 
Light sweeping and use of standard cleaning equipment (including leaf blowers where appropriate) may be carried out as part of general presentation cleaning. However, large-scale outdoor clearing or maintenance is not included.

4. CLEANING STANDARDS
Cleaning Standards – Responsibility and Liability
· Cleaning is performed to a professional short-term rental (turnover) standard, suitable for guest-ready presentation, not perfection or restoration. 
· Outcomes are dependent on the condition of the property at the time of service. Removal of all marks, stains, or defects is not guaranteed. 
· Clean Stays is not responsible for pre-existing conditions, including but not limited to damage, wear and tear, staining, odours, mould, or maintenance-related issues. 
· Services are performed within a commercially reasonable timeframe. Where property condition exceeds normal guest use, Clean Stays may adjust scope or apply additional charges. 
· The Client is responsible for ensuring the property is in a condition appropriate for a standard turnover clean. Excessive dirt, waste, or misuse may require reclassification to a deep clean. 
· Clean Stays is not liable for incomplete or reduced services where access is restricted, unsafe, delayed, or where utilities are unavailable. 
· Clean Stays will take reasonable care during service but is not liable for pre-existing damage, fragile items, or fair wear and tear resulting from standard cleaning activities. 
· Cleaning services are limited to presentation and surface-level cleaning and do not include inspection, maintenance, or remediation. 
· Any concerns must be reported via email within 12 hours of service completion.
· Clean Stays is not liable for: cleaning claims made after guest check-in or issues reported outside the reporting timeframe 
· The Host/Client retains full responsibility for final quality assurance checks prior to guest arrival and accepts that Clean Stays provides a cleaning service only with checks of our clean and services, not a final inspection or guarantee of guest readiness.

5. ADDITIONAL SERVICES
Additional Services and Charges
Services outside the standard scope may be provided at Clean Stays’ discretion and will incur additional charges. These may include, without limitation:
· Deep cleaning of heavily soiled or neglected areas 
· Carpet, rug, and upholstery steam cleaning 
· Wall washing or extensive spot cleaning 
· Exterior cleaning, including balconies, windows, or pressure washing 
· Removal of excessive rubbish or waste beyond standard turnover 
· Biohazard, trauma, or contamination cleaning 
· Pest-related cleaning or coordination of pest control services 
· Linen replacement or excessive laundry beyond standard service

Safety, Scope & Insurance Limitations
Clean Stays operates within the scope of standard residential cleaning services and maintains appropriate public liability and workplace insurance.
While general cleaning activities are covered, higher-risk or trade-based services are outside the scope of standard cleaning operations.
The following are excluded due to safety and operational risk considerations:
· Working at heights (including gutters and roofs) 
· Entering pools or undertaking pool maintenance 
· Heavy lifting or movement of large furniture 
· Use of specialised equipment or treatments beyond standard cleaning 
Such services must be separately arranged where required.

6. HOST RESPONSIBILITIES
Host Responsibilities
• Clean Stays operates as an independent contractor and provides cleaning services only. It does not provide property management, maintenance, security, or guest services.
• The host retains full responsibility for property readiness, guest coordination, and all contents within the property.
• The host must ensure timely and functional access to the property, including keys, lockboxes, and access codes.
• Clean Stays does not take possession of, manage, or accept responsibility for keys, remotes, fobs, or any access devices, and accepts no liability for any loss or misplacement of such items.
• The host is solely responsible for ensuring that all lights, appliances, utilities, and systems (including Wi-Fi and internet services) are operational, regularly inspected, and properly maintained.
• The host is responsible for pest control and for maintaining the property in a safe, compliant, and habitable condition at all times.
• The host is responsible for performing final quality control checks prior to guest arrival to ensure the property meets required standards.
• Clean Stays accepts no liability for any issues arising from the host’s failure to inspect, maintain, report faults, or complete final quality control checks relating to the property, its systems, or its condition.
• Clean Stays is not responsible for missing items, guest belongings, or property contents unless directly caused by proven negligence during the cleaning service.
• Clean Stays is not liable for pre-existing damage, normal wear and tear, or issues caused by guests or third parties.
• Liability is strictly limited to the value of the cleaning service provided. Clean Stays is not liable for any indirect, consequential, or financial losses, including loss of bookings or income.
• The host agrees to indemnify and hold Clean Stays harmless from any claims, damages, or disputes arising from guest actions, property conditions, or access-related issues, except where caused by proven negligence.
• Clean Stays is not responsible for delays, incomplete services, or additional costs resulting from access issues or unplanned late check-outs.

7. SCHEDULING & SERVICE TIMES
Clean Stays operates on a structured, yet flexible schedule based on confirmed bookings, access, and operational requirements.
· Our contact hours are Monday to Friday, 9:00am – 5:00pm. All communications will be responded to within these hours. 
· Clean Stays is a cleaning service only and does not provide hosting or co-hosting services. We recommend engaging a dedicated property manager or host for guest communication and booking management. 
· All cleans are scheduled 24 hours in advance. Specific cleaning times cannot be guaranteed; however, all cleans will be completed prior to the next guest check-in time. 
· Our cleaning operations are based on a 10:00am check-out and 3:00pm check-in window. Your property’s cleaning time may fall before or after this time depending on your next check-in. 
· Due to staff rostering being finalised the day prior, same-day booking must not be enabled as an instant or automatic booking. 
· Any booking modifications must be clearly communicated. Where a guest extends their stay, this must be processed as an extension of the existing booking, not as a new booking, to avoid it being treated as a new turnover clean. 
· All schedule changes, including extensions, cancellations, or new bookings, must be communicated at least 24 hours in advance. Where insufficient notice is provided and Clean Stays attends the property unnecessarily, a service fee may apply. 

Penalties / Public Holidays
Clean Stays charges a flat cleaning charge for every turnover with the exception of public holidays where a 100% public holiday surcharge applies on labour costs only (not linen or amenities).
Clean Stays ensures all staff are paid in accordance with applicable award rates, including weekends and public holidays. These costs are absorbed within our pricing.
Clients agree to provide reasonable flexibility to support efficient scheduling.
For example, where there is no same-day check-in after 10:00am on Sundays, Clean Stays may reschedule the service to the following weekday where appropriate with clear communication to Hosts/Owners. 

Priority / Early Check-In Cleans
· Where an early check-in is requested, a priority clean can be arranged subject to availability and will incur a $60 surcharge. 

Delays & External Factors
Clean Stays is not liable for delays, reduced service, or inability to complete services where caused by factors outside its reasonable control, including but not limited to:
· Weather conditions (including storms, flooding, extreme heat, or other severe events) 
· Traffic delays, road closures, or transport disruptions 
· Power, water, or utility outages 
· Equipment failure or supply shortages beyond reasonable control 
· Staff illness, injury, or unforeseen unavailability 
· Emergency situations, including fire, police activity, or evacuation orders 
· Acts of God, natural disasters, or force majeure events 
· Delays caused by third parties, including previous occupants, trades, or contractors 
· Last-minute booking changes, early arrivals, or late departures impacting scheduled service windows 
Clean Stays will make reasonable efforts to notify the Client of any delays and reschedule where practicable.

8. ACCESS & INFORMATION
Current Client and Host Information Required
Clients must provide:
· Correct contact details including billing and property address with unit numbers
· Best suitable Host contact information for communicating any reports/corncerns
· iCal links for all platforms for Calendar access
· Correct access details including parking, gate and entry instructions with current working codes/keys.

Property Readiness, Access & Key Responsibility
The property must be vacated and ready for cleaning at the agreed upon check-out time of 10am with no guest access until the agreed check-in time. If guests remain beyond the agreed check-out time, Clean Stays is not responsible for any resulting delays, incomplete, or rushed services. Access to the property must be arranged prior to the clean and all cleaner keys/fobs/codes must be accessible Clean Stays at the time of service. If access is unavailable or delayed, waiting time or a call-out fee may apply, and the service may be rescheduled.
Where access is unavailable or incorrect:
· Waiting time may be charged 
· Services may be rescheduled or skipped 
Clean Stays is not liable for missed or incomplete services due to incorrect or late information.

9. PAYMENT TERMS
Invoices are issued in accordance with the agreed service schedule and are payable within the specified timeframe.
We prefer payment via direct bank transfer due to processing and transaction fees. However, alternative payment methods can be discussed.
Clients must ensure accurate payment details are used.
· Payments are expected in full unless otherwise agreed 
· Late payments may result in paused or rescheduled services 
Clean Stays aims to maintain a flexible and transparent payment process and is happy to discuss suitable arrangements where needed.

10.  LINEN HIRE

All linen supplied remains the property of Clean Stays or its nominated third-party supplier at all times. The Client accepts full responsibility for all linen provided during the service period, including but not limited to:
· Linen that is lost, stolen, not returned, or removed from the property for any reason 
· Linen that is damaged, destroyed, or rendered unusable due to guest misuse, including but not limited to staining (makeup, oils, fake tan, bodily fluids), burns, scorching, or fire damage 
· Linen that is taken, retained, redistributed, or otherwise handled by guests or alternative cleaning providers 
Where linen is not returned, has been given to another cleaner, or is deemed unusable due to damage, the Client will be charged the full replacement cost, including any associated handling and administrative fees. Clean Stays accepts no responsibility for linen once it has been used during a guest stay or handled outside of our direct control. This includes any linen removed, misplaced, or retained by guests or third parties. The Client acknowledges that failure to safeguard supplied linen may result in the suspension or termination of services and/or associated third-party supplier agreements. For stays exceeding 7 days, a mid-stay linen refresh is strongly recommended to maintain hygiene standards, reduce excessive wear, and minimise the risk of permanent damage. For stays exceeding 21 days, the Client must notify Clean Stays in advance if an iCal connection is not in place. In these circumstances, long-term linen arrangements will be provided and scheduled accordingly. All applicable third-party supplier Terms & Conditions form part of this agreement and must be adhered to at all times.

1. GUEST AMENITIES
Guest Amenities
Guest amenities are supplied at a flat rate per turnover where applicable.
All amenities provided by Clean Stays are supplied as sealed, single-use items sourced from third-party manufacturers. Clean Stays acts solely as a supplier and does not manufacture these products.
Opened, partially used, or unused items will be removed and discarded at each service for hygiene and safety purposes and will not be reused under any circumstances.

The Client acknowledges and agrees:
· Clean Stays is not responsible for any guest reactions, sensitivities, or misuse of supplied amenities 
· All amenities are used by guests at their own risk 
· Clean Stays makes no representations or warranties beyond those provided by the original manufacturer 
To the maximum extent permitted under Australian Consumer Law, Clean Stays excludes liability for any loss, damage, or claim arising from the use or misuse of guest amenities once placed at the property.
Clean Stays is not liable for excessive consumption, removal, or misuse of amenities by guests, including but not limited to theft or overuse.

Owner-Supplied Amenities
Where the Client elects to supply their own amenities:
· Access to storage must be provided in advance of service 
· A clear and accurate list of required items must be supplied 
· All stock must be available onsite at the time of service 
Clean Stays does not:
· Monitor, count, or manage stock levels 
· Replenish, purchase, or source additional items 
· Secure, store, or track inventory between services 
Clean Stays is not liable for missing, damaged, expired, contaminated, or unavailable owner-supplied items, nor for any outcomes arising from their use.
The Client is solely responsible for ensuring that any owner-supplied amenities comply with all applicable safety, labelling, and regulatory requirements.


2.  OCCUPATIONAL SAFETY
Property Condition & Safety
Clean Stays reserves the absolute right to refuse, suspend, or terminate services where conditions are unsafe, hazardous, or unlawful, as determined at its sole discretion. Staff safety takes priority over service delivery at all times. 
· Services will not be performed in the presence of, or where there is evidence of: 
· Violence, threats, aggressive behaviour, or unsafe occupants 
· Illegal activity or suspected illegal activity 
· Weapons or weapon-related items (including firearms, knives, or hazardous implements) 
· Illicit drugs, drug paraphernalia, or substance contamination 
· Fire damage, active fire risk, or unsafe electrical/gas conditions 
· Clean Stays employees are not authorised to handle, remove, or dispose of: 
· Sharps (including needles, glass hazards, or medical waste) 
· Biohazardous materials (including blood, bodily fluids, or human/animal waste beyond normal use) 
· Illicit substances or drug-related items 
· Weapons or dangerous goods 
Where such items or conditions are identified, services will be immediately suspended and the Client will be notified. Specialist cleaning, waste removal, or emergency services may be required before work can resume. Clean Stays accepts no liability for incomplete or cancelled services resulting from unsafe or hazardous conditions. Full or partial charges may still apply where attendance has occurred. The Client is responsible for ensuring the property is safe, lawful, and free from hazardous materials prior to service.
3.  UTILITIES
Clients must ensure access to water, electricity, and waste facilities to ensure service completion. Incomplete services due to unavailable utilities may still be charged full fee.
4.  CONDUCT TOWARDS STAFF
Staff & Contractor Protection
Clients must not directly engage, employ, or solicit Clean Stays staff or contractors during service or for a period of 6 months following termination of services without prior written consent from Clean Stays.
Clean Stays maintains a zero-tolerance policy toward any form of abuse, harassment, or violence directed at its staff or contractors. Any such behaviour will result in the immediate suspension or termination of services.
All enquiries, requests, or instructions must be directed to Clean Stays management. Please contact Ian or Sarah, who will assist you accordingly.
5.  SERVICE CHANGES & TERMINATION
Changes or termination must be provided in writing. Outstanding invoices remain payable regardless of service status.
6.  USE OF CLEAN STAYS IMAGES & REVIEW CONTENT
Clean Stays may take photographs or videos of completed cleaning work for internal records, quality control, training, and promotional purposes. The Client grants Clean Stays a royalty-free, ongoing licence to use, reproduce, and publish such images and content for marketing purposes, including on websites, social media platforms, advertising, and promotional materials. 
· All content used will be non-identifying. Clean Stays will take reasonable steps to ensure that no personal information, guest belongings, or identifiable property details (including addresses or security features) are visible or disclosed. 
· Clean Stays will not intentionally publish: 
· Personal or sensitive information 
· Identifiable images of occupants or guests 
· Security-related details (e.g. keys, lockboxes, access codes, alarm systems) 
· Client reviews, testimonials, and feedback may be used for marketing in a de-identified or first-name-only format unless otherwise agreed. 
· The Client may opt out of marketing use of images and content by providing written or verbal notice prior to the scheduled service.

7. ACCEPTANCE OF TERMS
By accepting a quote or engaging Clean Stays, the client agrees to these Terms & Conditions in full.



CAIRNS – PALM COVE
ABN 53 679 480 703
info@cleanstays.com.au
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