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Help Center Forms

This SOP provides a breakdown of the Help Center Forms we offer on our website to assist our customers. You will find a brief description of the purpose of each form, in addition to the forms that must be received to provide assistance to a customer. All of these forms can be found under the “Contact Us” option on our website.

“I Have an Existing Order”
These Help Center Forms are used to assist customers with an order they have already placed with us.

1. “I need an update on my order” – Used to submit an Order Status request 
2. “I need to Change my Email Address or Address Information” – Used to request a change to the email address or shipping address on file for an order. We are unable to update billing details as processed on the original purchase.
3. “I placed an order and need to change something with a product on my order” – Used to request a change to one of the customizable options on an ordered product (size, color, ropes/chains, etc). We are unable to change a product ordered, and a cancellation request will need to be submitted to process this type of change.
4. “I am missing assembly instructions or a part for assembly” – Used when a customer is missing a part from their shipment for their order.
5. “I received the wrong product” – Used when a customer receives an item that does not match what they ordered
6. “I received a damaged or defective product” – Used when a customer’s order arrives with issues such as damage or manufacturer’s defects
7. “I am missing a product from my recent order” – Used when a customer’s order arrives incomplete (i.e., ordered two rocking chairs and only received one)
8. “I need to cancel my order” – Used to request a cancellation of an order. This form MUST BE submitted to process this request – requests received in any other form will need to be directed to this form, as it requires the customer to confirm acknowledgment of our Cancellation Policy.
9. “I need to return my order” – Used to request a return of a received eligible order. This form MUST BE submitted to process this request – requests received in any other form will need to be directed to this form, as it requires the customer to confirm acknowledgment of our Return Policy.
10. “I have a separate inquiry not listed above” – Used when a customer is inquiring about their order, but the forms above do not match the inquiry type.




“I Don’t Have an Existing Order”
These Help Center Forms are used to submit an inquiry where no order has yet been placed

1. “I have a product question” – Used to inquire about one of our items
2. “I am tax exempt and need to submit my tax-exempt documentation” – Used to assist customers who have a tax exemption they need verified to apply to their purchase. This form MUST BE submitted to process this request – requests received in any other form will need to be directed to this form to ensure we receive all necessary details to set-up their Tax-Exempt Account.
3. “I have a quantity or commercial discount request” – Used for customers who plan to place an order for a large volume or require a custom proposal.
4. “I need help finding the perfect swing” – Referred to as our “Swing Questionnaire” this is used to capture preferences to best assist a customer with finding the perfect new addition to their outdoor space.
5. “I need to know if you ship outside of the US” – Used when a customer wants to know if we ship to an address outside of the contiguous United States.
6. “I have a separate inquiry not listed above” – Used when a customer is inquiring about our products, but the forms above do not match the inquiry type.
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