CAKE STORAGE & CARE GUIDE )

LUXE CAKERY

P LA

COLLECTION POLICY:

1.The client or person collecting on behalf of the client will
be required to reference the order number to confirm their
identity when collecting. This can be found in the order

confirmation email.

2. The client or representative will need to sign a collection
register confirming that the order was collected/received in

good condition.

We are not liable for items damaged due to negligence or
improper handling during the clients transportation/storage

process.

3. Missed Collections:

To help us maintain our production schedule and freshness
standards, all cakes must be collected on the agreed-upon
date indicated on the invoice or order information at

checkout.

If a cake 1s not collected on the scheduled date, the

following storage fees will apply:

Fees are due on collection.



- Mini Cakes/Cupcakes/Bento Boxes: R100 per day
- Desserts (Per Box): R100 per day

- Medium & Tall Cakes: R200 per day

- Small Sheet Cakes: R200 per day

- Tiered Cakes/ Large Orders: R300 per day

- Medium & Large Sheet Cakes: R300 per day

Storage is limited to a maximum of 2 days after the original
collection date. After 2 days, the cake may be discarded

without refund due to food safety and quality concerns.

These fees are to cover the opportunity cost of lost baking

slots and limited refrigeration space.

TRANSPORTATION:

1. All cake boxes are to be carried from the bottom. To
take out the cake, remove all ribbons and cello tape and
carefully lift up the lid/sides of the box. Where
applicable, open the sides of the bottom of the box and
then lift the cake completely without tilting it.

2. Cakes are strictly only to be transported in the foot-
well of the car (car seats are unlevelled and may cause
shifting of the item). If required, they can be placed in

the boot, remove any objects that may fall on or damage



the cake. Make sure that it’s secure and won’t move
around during transit.
3. TREATS: Treats can be transported as above or on a

person’s lap.

THIRD PARTY DELIVERY OR COLLECTION:

We will not be held liable for products that are damaged due

to negligence once they have left our premises.

1. UBER: if you are requesting your own uber or delivery
service, please only use a car not a scooter.

2. Third Party Collection: it is your responsibility to
inform the person collecting the order on your behalf of

our cake care policy.

STORAGE TEMPERATURE & TIME:

1. Always keep the aircon on cool setting while the items are

in transit.

2. Do not place/leave items in direct sunlight or in a warm

place for extended periods of time.

3. All items should be stored in the fridge (not freezer) after

collection/delivery and should only be taken out an hour



before serving (all confections are best enjoyed at room

temperature).

4. Cake Display in Air-conditioned Room: Buttercream cakes
can be displayed for 2-3 hours and Fondant Covered cakes for

4-5 hours.

4. Items with fresh flowers can only be stored for a few hours
in the fridge before the flowers begin to wilt, keep this in

mind when confirming delivery/collection time.

5. Burn Away cakes are to be used/burned within 12 hours of

collection/delivery.

6. Cakes are to be consumed with 3 days from the

collection/delivery date.

DELIVERIES

Once delivered to the customer and change of hands has been
completed with the product in appropriate condition, it is
then up to the customer/receiver to store and care for the
cake as per our instructions. If anything is to happen to the

cake after this exchange, we are not liable for any damages.



Standard Deliveries: (Online Orders)

1.1t is the customers responsibility to be at the delivery
address at the agreed delivery time. The driver will only
wait 10mins before returning to the bakery with the
order if you/the receiver is unreachable on arrival. After
which the client will be responsible for the costs of a
reattempt at delivery. Please have your phone nearby on
the delivery date or alert the order recipient, as we will
contact you before sending the order out and on arrival.

2. If the delivery is being delivered to someone other than
the client who placed the order, it is the clients
responsibility to furnish us with the contact details of
the person and to inform them of the delivery time.

3. Surprise deliveries: please notify us should you wish for
your order to be delivered as a surprise, however we will
still need the receiver’s contact details before sending
out the delivery.

4. We primarily use a third-party service (Uber) for
standard. While we take great care in packaging our
products, we acknowledge that, in rare cases, an order

may be lost or damaged in transit.

4.1 Lost Orders
If an order is lost or never arrives at the delivery
location, the customer must report the issue as soon as

possible. Once verified with Uber, we will offer either:



e A full refund, or
« A remake of the order, subject to feasibility and time

constraints.

4.3 Damaged Orders

Customers must inspect their order immediately upon
arrival and take a photo while the item is still in the
delivery vehicle if damage is noticed. Any damages
must be reported within 30 minutes of arrival. Refunds
for damaged orders will be determined case by case as

follows:

Hand-to-Hand Deliveries:

With this delivery service, one of our staff members will
personally deliver the order to the indicated delivery address,
this is ideal for wedding cakes and deliveries to
restaurants/hotel/offices where the order needs to be dropped

off at reception.

1. Online Orders: Should you place your order online and
required hand-to-hand delivery, please request this
service via WhatsApp or email. A custom price will be
calculated based on the delivery address, please note
you may need to pay the balance of the total delivery
fee even if you have paid a shipping fee for your order.

2. Custom Orders: Addresses with Corporate and

Wedding cake orders will automatically be charged



hand-to-hand delivery because of the nature of the
products. All other orders will be charged the standard

delivery unless requested otherwise on the order form.

. Requirements: Customers are required to provide us

with the following information:

Correct Address with Company & Building Name

Contact Person and Number/Booking Details

It is the customers responsibility to notify reception of
the delivery. Our staff will only wait 20mins before
returning to the bakery with the order if reception is
unaware of your delivery or the receiver is unreachable.
After which the client will be responsible for the costs

of a reattempt at delivery.

4. Damaged Orders

Customers or a representative of the customer must
inspect the order immediately upon arrival and take a
photo if damage is noticed. Any damages must be
reported within 30 minutes of arrival. Refunds for
damaged orders will be determined case by case as

follows:



SERVING:

1. Remove all decorations before cutting and consuming the

cakes/treats.

2. Please note that your cake may contain skewers/cake
dowels for support, as well as wires/toothpicks in the

decorations.

OUR FULL TERMS & CONDITIONS CAN BE FOUND ON
OUR WEBSITE UNDER THE “INFO HUB” TAB.



