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1. Service Level Agreement (SLA)
•	 Communication: We aim to respond to inquiries within 1 business day (Mon-Fri, 

AEST).

•	 Delivery: Draft tours are typically delivered within 20 business days of the shoot. 
Final delivery occurs 3 business days after approval.

•	 Availability: We strive for 99.9% uptime on hosted virtual tours.

2. Cancellation & Refunds
Consumer Guarantees: We comply with Australian Consumer Law.

Cancellation by Client:

•	 7+ days notice: Refund of fees paid, less the non-refundable Booking Fee (50%) 
and any unrecoverable travel costs already incurred.

•	 3-7 days notice: Booking Fee (50%) forfeited plus associated travel fees invoiced 
to client.

•	 <3 days notice: 50% of total fee payable plus associated travel fees.

Force Majeure: In events of natural disaster or border closures (affecting international 
travel), we will reschedule without penalty.
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3. Collaborative & Portfolio Projects 
Occasionally, Virtuu Imagery undertakes projects at a reduced rate for portfolio 
development.

•	 Requirement: These projects require a signed “Collaboration Agreement.”

•	 Rights: Virtuu Imagery retains expanded rights to use this content for global 
marketing.

•	 Commercial Upgrade: Clients may upgrade a collaborative project to a full 
commercial license by paying the difference in standard rates.

4. Dispute Resolution 
If you are dissatisfied with a service:

•	 Contact: info@virtuu.au immediately.

•	 Mediation: We will attempt to resolve the issue via good-faith negotiation within 5 
business days.

•	 Formal: If unresolved, we agree to independent mediation before pursuing 
litigation.
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