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HOSPITALITY TERMS AND CONDITIONS 

1. Booking Procedures

1.1 All catering requests must be submitted via the online booking system Spoonfed. Bookings must include event details, attendee numbers, specific requirements and departmental cost codes. Bookings that aren’t paid by a cost code but paid by invoice must be booked directly through the Eat team with all relevant information included (date and time of delivery, building and room number, full menu selection including portion numbers, dietary requirements and cost code or invoicing details).

1.2 Email requests will only be picked up during office opening hours Monday to Wednesday 09:00-17:30, Tuesday-Thursday 09:00 -17:00. Requests made outside of those hours will be treated on the next working day.

1.3 Customers must check confirmation emails from Spoonfed and raise any issues with the Eat team prior to the delivery.

1.4 For late orders, catering cannot be provided without advance confirmation of a relevant cost centre for charging purposes.  

1.5 All catering requirements on campus must be booked via the Eat team/Spoonfed. No external suppliers can be used without prior authorisation from the Eat team.

2. Placing orders 

2.1 Orders can be placed online for any delivery slot at 15 min intervals within the hours of 08.00 -17.00. Monday to Friday.

2.2 There is a maximum of 4 slots per 15 minutes. If the timeslot if unavailable when booking online, please contact the Eat team. Order notes referring to a time change if the slot is not available may be missed. Please contact the Eat team if your preferred time is not available. 

2.3 Minimum notice periods for orders apply:

Notice periods are based on regular opening hours Monday - Friday.

· Standard catering: Two full working days’ notice is required. For example, the latest day to place an order for a delivery on Monday is Wednesday etc.
Catering requests outside the regular opening hours must be booked directly with the Eat team. Please note these requests may not be approved subject to booking value and notice given. 

· Events with bespoke menus: Five working days’ notice is required. 
Any requests made online in the customer or delivery notes may not be seen until the day of delivery and may not be granted. Please contact the Eat team for any requests. 

2.4 Any requests for specific menu items e.g. ‘please can snack of the day be sausage roll’ must be confirmed by contacting the Eat team. Please note this may incur an additional fee.
Late requests can be made via the Eat team however it is not always possible to fulfil these orders.

3. Menu & Dietary Requirements

3.1 Our menus are designed to reflect seasonal availability. Occasionally, due to unforeseen circumstances, substitutions may be necessary. We will communicate any changes in advance wherever possible. 

3.2 Dietary requirements must be clearly stated at the time of booking. While every effort will be made to accommodate special diets, last-minute changes may not be possible.

3.3 As a university, we strive to accommodate a wide range of dietary requirements wherever possible. However, due to the specific religious and procedural requirements involved in kosher food preparation—including certified kitchens, supervision by qualified personnel, and strict separation of meat and dairy—we are unable to produce kosher meals in-house.
We can offer a vegetarian or plant-based meal that aligns with basic kosher guidelines—no meat, shellfish, or mixing of meat and dairy if required.
That said, we do support external arrangements where feasible. For certain conferences and events, delegates have opted to bring in kosher meals from certified suppliers, and we are happy to facilitate this approach where appropriate. Our team can assist with logistics such as refrigeration and heating to ensure a smooth experience.

4. Pricing & Charges

4.1 Internal catering is charged to departmental budgets. Prices are subject to change and will be confirmed at the time of booking. Additional charges may apply for out-of-hours service, special set-ups, or late amendments.

4.2 VAT will apply and will be charged at the prevailing rate for all external bookings, unless a VAT exemption certificate or a declaration of VAT eligibility status is provided. 

4.3 All items are priced per person unless otherwise stated.

4.4 Orders placed less than two full working days in advance may be possible and enquiries should be made by contacting the Eat team. A a 20% late order fee is automatically applied to all late orders.
 
4.5 Some menus, like hot and set menus have minimum order number. Please contact the Eat team if you require smaller numbers. Please note this may incur an additional fee.

4.6 Orders are based on a minimum value of £10.00 per delivery slot. Orders will be automatically charged this amount if £10.00 threshold is not met.

4.7 If any equipment is lost, or the catering team cannot find when clearing your order, we will contact the person who made the booking to locate the missing item(s). If we cannot find the equipment after this, you will be charged to cover the cost for replacing the missing item(s).
 
4.8 Service is not included in menu prices, please see service standards for clarification. 

5. Amends and cancellations

5.1 Bookings can be cancelled through your customer profile on the Spoonfed website by clicking the bin symbol. The following cancellations charges will apply:
· More than two full working days’ notice: No charge
· Between two full working days and 24 hours’ notice: 50% charge
· Less than 24 hours: Full charge

5.2 Your booking can be edited through your customer profile on the Spoonfed website by clicking on the pencil symbol.

5.3 Your booking can be repeated through your customer profile on the Spoonfed website by clicking on the repeat tab.

5.4 Please, note that cancellation/modification requests will only be picked up during office opening hours Monday to Wednesday 09:00-17:30, Tuesday-Thursday 09:00 -17:00. Any requests made outside of those hours will be treated on the next working day.

6. Disputes 

6.1 Any complaints or disputes arising either in the process of booking or about the booking itself must be made by the booker to the Eat team within seven (7) working days of the event. 

7. Service Standards

7.1 Catering will be delivered within a 30-minute window before the requested time. All items will be presented to professional standards. Any feedback is welcomed to improve the service.

7.2 Equipment is provided based on menu selection and quantity. If you require extra equipment e.g. plates, please contact the Eat team. Please note any additional equipment requests may incur an extra fee.  

7.3 Some menu items including but not limited to - mini cakes/cookies/mini gourmandises are not delivered with plates, only napkins.

7.4 Hot lunches orders will be served by a member of staff for up to one hour for orders for more than 20 people. Orders under 20 people can be served on request however self-service is available. 

7.5 Food deliveries for over 50 people will be served at no extra cost for a maximum of one hour, if required. 

7.6 Extra staffing requirements should be booked in advance via the Eat team and additional charges will apply on an hourly basis for the total hours required.  

7.7 Catering deliveries for fewer than 50 people will not be serviced, as standard. If you require a serviced delivery for fewer than 50 people, additional charges will apply.

7.8 Canape orders include a staffed tray service for up to one hour.

8. Equipment Hire:

8.1 Subject to availability, we may offer hire of our equipment. The price for smaller items (cutlery and small crockery items) starts from £0.50 per item and includes cleaning cost. The delivery and collection may be arranged on campus at no extra charge. Tables and cloths are available subject to availability and at a cost.

9. Use of Facilities and locations 

9.1 Users are responsible for ensuring delivery areas are left tidy. Any damage or excessive cleaning required may incur additional charges.

9.2 Customers must ensure that the space requested is reserved, available, and suitable for your catering order. Suitable tables must be available to set up catering. If there are no suitable tables in your selected location, you can request those ahead, there may be an extra charge depending on location. 

9.3 For health and safety reasons it may not be possible to deliver catering to some areas on campus. These include but are not limited to the following rooms: B09, B10, B11 in Physics.
If your location isn’t accessible, we will contact you on the day via Teams to organise an alternative location i.e the building lift is out of order. 

9.4 Catering orders will not be placed in any teaching spaces across campus unless the permission has been sought from facilities e.g. deliveries for lecture theatres and seminar rooms will be left outside the room.

9.5 If a key card is required for accessing a delivery location, please ensure you are available to be contacted on the day. If we cannot contact you for access, we may be unable to deliver your order at the requested time. The delivery team will wait no longer than 10 minutes before their next delivery.

10. Health & Safety

10.1 All catering is prepared in accordance with the current food safety regulations. Allergen information is available for all food items either on packaging, a menu card or a menu board with your delivery.

10.2 Suitable dietary alternatives will be provided, e.g. For the boxed lunch, there will be a sandwich alternative. For the working lunch there will be a diet box suitable and filling. For the hot lunch there will be an alternative hot dish provided. 
 
10.3 Please be aware that our food is prepared in kitchens that contain gluten and other allergens and, as such, we cannot completely guarantee that there is no risk of cross-contamination.
It is the responsibility of the booker to inform the eat team of any specific dietary requirements for any of their party. 

11. Liability

11.1 The catering team is not liable for delays caused by circumstances beyond reasonable control, including access restrictions or last-minute changes.

12. GDPR 

12.1 The Eat team will keep your personal data safe and secure at all times in accordance with the UK GDPR (General Data Protections Regulations) under the Data Protection Act 2018. 
The Eat team shall only use your personal data in order to process and administer your booking or enquiry. Full details about how we use your information are set out in our Privacy Notice which can be found on the following website: Lancaster Conferences Privacy - Lancaster University .

13. Contact Information

13.1 For queries or urgent amendments, contact the Eat Team on eat@lancaster.ac.uk using the contact number on your confirmation email 01524 593260. Or the hospitality supervisor number on 07773649168.
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