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1.0 Introduction 

 

1.1. Provision of combined Communal Grounds Maintenance and Communal Cleaning 

services for The Hyde Group‟s (“The Employer”) housing stock in accordance with the 

Technical Specification. Services include, but are not limited to: 

 

Communal Cleaning 

 Communal Cleaning; 

 Communal Window Cleaning; 

 Supply of Cleaning Equipment/Materials; 

 Graffiti Removal; 

 Bin Hire and Bin Management; 

 Pest Control; 

 Replacing Communal Light Bulbs. 

 

Communal Grounds Maintenance 

 Communal Grounds Maintenance (including, but not limited to, grass cutting, 

hard standing maintenance, shrubbery care, gritting, etc.); 

 Bulk Rubbish Collection; 

 Communal Gardening, Trees and Tree surveys; 

 Japanese Knotweed Control and Eradication; 

 Play Area Inspection / Cleaning. 

 

2.0 Overall Process 

 

2.1. The Employer is committed to providing high quality, good value Estate Services 

across its stock. Well-delivered Estate Services are essential for the safety and 

enjoyment of communal spaces and it is the intention of this Contract to facilitate 

effective and consistent estate service provision. 

 

2.2. This Specification will ensure there is comprehensive, consistent and affordable 

provision of high quality, cleaning and ground maintenance services provided to all 

The Employer‟s schemes. 

 

2.3. The Contractor shall ensure that Services are delivered efficiently and effectively to 

support wider business objectives of The Employer. 
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2.4. The Contractor should be mindful that The Employer is seeking a holistic and 

inclusive service provision. It will be incumbent upon the Contractor to consider all 

aspects of the communal environment regardless of the specific service being 

delivered. This is an „eyes wide open‟ approach to ensure timely action to maintain 

and enhance the quality of The Employer‟s communal areas. 

 

3.0 Purchase to Pay Process 

 

3.1. Hyde is currently engaged in a project to improve its purchase to pay process in the 

context of introducing a new service charge system. We aim to reduce complexity 

and remove waste from activities as well as improving service charge transparency 

and accuracy.  

 

3.2. The following section sets out a view of how ordering and invoicing procedures and 

requirements might work for these contracts. This is our aspiration and has yet to be 

confirmed. We have the opportunity to work with potential Suppliers to inform our 

approach through the ITT process.  

 

3.3. Confirmed details will be provided to Framework Contractors ahead of mini-

competitions for call off contracts. 

 

Routine, specified contract activity  

 

3.4. For routine, specified contract activity the Employer requires the Contractor to invoice 

for services delivered on a monthly basis. Where the purchase order processing 

system adopted by The Employer facilitates this, the Contractor will be issued with 

one purchase order for a twelve month period, in line with the service provision and 

costs outlined in the contract.  

 

3.5. The expectation is that one purchase order and each subsequent monthly invoice will 

relate to all routine, specified contract activity within the Contract Area i.e. all work 

that is delivered on a regular, planned frequency and which is not responsive in 

nature. 
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3.6. The Employer will provide the Contractor with an “Application for Payment" 

spreadsheet detailing activities and costs for each scheme/estate within the Contract 

Area in line with the purchase order raised above (this information would be provided 

on an approved template for auto-loading). The Contractor shall use this spreadsheet 

to confirm delivery of Contract services on a monthly basis. This will involve 

recording on an exceptions basis any missed visits or instances of poor service or 

gaps in service, informed by the Contractor‟s own quality monitoring systems and/or 

monthly Contract Meetings with The Employer‟s Representative, which will result in a 

reduction in the payment due to the Contractor for the given month.  

 

3.7. Completing the spreadsheet will indicate the appropriate value to be invoiced for the 

month in question. The spreadsheet will be forwarded to The Employer‟s 

Representative for review, together with the invoice representing the value 

determined by the spreadsheet. The Employer‟s Representative will then use the 

spreadsheet to receipt the purchase order and subsequently pass the invoice for 

payment.  

 

3.8. The Employer expects the Contractor to issue electronic invoices. The Contractor‟s 

invoice should include the following information/conform to an agreed template 

including: 

 

 Contractor‟s letter head; 

 Correct organisation address of The Employer; 

 Contractor‟s invoice number; 

 Invoice date (always post-dating purchase order); 

 Purchase Order number and date; 

 VAT number; 

 Summary of service provided, including contract area, summary of routine 

specified contract activity and referencing „Application for Payment‟ 

spreadsheet; 

 Invoice amount (Total, net, VAT); 

 Contractor‟s contact details; 

 Contractor bank details. 
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3.9. The monthly timetable for the purchase to pay process activity should be as follows: 

 

Day Monthly activity in the context of one annual purchase order 

Penultimate 

working day (25-

30) 

The Contractor provides employer with invoice for the month together 

with „Application for payment‟ spreadsheet as back-up data which 

drives the invoice amount 

Last working day 

(26 – 31) 

The Employer's Representative receipts services using „Application for 

payment‟ spreadsheet informed by most recent Contract Management 

meeting. The Employer's Representative subsequently approves 

invoice for payment. 

Last working day 

(26-31) 

The Contractor receives payment of invoice submitted 30 days earlier 

Days 20 - 25 The Employer's Representative and Contractor hold monthly Contract 

Management meeting 

 

 

Responsive contract activity 

 

3.10. Responsive Schedule of Rate works and ad hoc works arising from accepted 

quotations will be dealt with entirely separately from routine, specified contract 

activity.  

 

3.11. The Contractor is required not to undertake any work without first being issued with a 

valid Purchase Order. Upon completion of works, the Contractor is required to notify 

the Employer immediately by email, including appropriate photographic evidence. 

This step is important because it allows the Employer to receipt the service and 

accrue accurately within its accounts. 

 

3.12. The Contractor is requested to provide the Employer with one electronic invoice for 

each purchase order received. Invoices may be submitted to the Employer at any 

point in the month.  The fact the works or service has already been receipted against 

the Purchase Order will facilitate prompt payment. The electronic invoice will include 

more specific information than the invoice described above for routine contract 

activity. It should include the following information/conform to the template including: 
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 Contractor‟s letter head; 

 Correct organisation address of The Employer; 

 Contractor‟s invoice number; 

 Invoice date (always post-dating purchase order); 

 Purchase Order number and date; 

 VAT number; 

 Non contract narrative description of works (what, where, when, requested by 

whom); 

 Scheme name and location; 

 If Ad Hoc Purchase Order based on quotation, give quotation reference; 

 Invoice amount (Total, net, VAT); 

 Contractor‟s contact details; 

 Contractor bank details. 

 

Variation of Schedule of Rate works purchase order   

 

3.13. The Employer recognises circumstances may arise in which it is necessary to vary 

an existing purchase order for Schedule of Rate works.  

 

3.14. If the Contractor believes it is necessary to vary an order to accurately reflect the 

works or services requested, s/he must contact the appropriate Employer‟s 

Representative. If it is a Health and Safety issue, immediate approval may be given 

by the Employer‟s Representative with an email following to advise the Contractor of 

the correct purchase order details. A similar process will be followed if the Contractor 

is requesting only a minor variation.  

 

3.15. If a significant variation is requested, the Contractor will be requested to leave site 

until The Employer can investigate and approve a correct purchase order requisition 

and consider any resident consultation obligations. 

 

3.16. The number and value of variations will be monitored by The Employer as part of 

performance management.  

 

3.17. The Employer does not expect ad hoc works arising from accepted quotations to 

require variation. 
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4.0 Planning 

 

4.1. To support Hyde‟s budgeting and forecasting process, The Contractor is required to 

provide The Employer with a proposed annual servicing schedule and proposed 

associated budget by property/scheme.  

 

4.2. The Contractor should submit a draft of this schedule and budget by 30 November 

each year, which will allow the Contract Manager to review and use it to inform 

submission of budget estimates for these services in the Lot Area. 

 

4.3. The Contractor is also requested to provide a proposed 2 year improvement plan 

detailing its proposals for enhancing schemes and estates within the Lot Area, while 

increasing efficiencies. This maintenance plan is required on an at least annual 

basis, with a first discussion taking place with The Employer within the first six 

months of the first year of the Contract. 

 

5.0 Carrying out the Services 

 

5.1. The Contractor must acquaint and satisfy themselves with all conditions likely to 

affect the execution of the Services, including the types, construction and location of 

all The Employer‟s Scheme areas, dwellings and buildings, as no claim by the 

Contractor for additional payment shall be allowed on the grounds of any 

misunderstanding, or ignorance due to lack of knowledge of local conditions, 

regulations or requirements on which the Services are to be executed. 

 

5.2. The Contractor shall at all times employ sufficient labour and supply materials and 

suitable and sufficient plant and equipment to ensure that all Services are started and 

completed in accordance with the programme and within any Specified Period to the 

entire satisfaction of the Contract Administrator. 

 

5.3. The Contractor shall carry out and complete the Works at the intervals and 

frequencies where stated and, where appropriate, within the relevant Specified 

Period with due diligence and in an effective manner, and to a high standard, in 

accordance with the Contract Documents, using materials and work methods of the 

quality and standards specified, provided that where and to the extent that approval 

of the quality of materials or of the standards or work methods is a matter of the 

opinion of the Contract Administrator or The Employer‟s Representative, such quality 
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and standards shall be to the entire satisfaction of the Contract Administrator or The 

Employer‟s Representative. 

 

5.4. The Employer is looking to appoint a Contractor who understands and is able to 

contribute to its business drivers. These are: 

 

To provide Communal Cleaning and Communal Grounds Maintenance services (See Policy 

Folder 

 Appendix A19 – Communal Repairs Procedure) to The Employer‟s Schemes 

according to the outputs detailed; 

 To deliver continuous improvement and efficiency gains year-on-year; 

To report to the Employer incidences of any fly-tipping, bulk debris, graffiti or anti-social 

social developments via email or direct IT link (See Policy Folder 

 Appendix A14 – Communal Areas Policy); 

 To participate in the updating of the data base of Schemes information including 

detailed site plans if deemed required by The Employer; 

 To meet our regulatory landlord obligations and to achieve appropriate recovery 

of costs via transparent service charges. 

 

5.5. Equally, The Employer is looking to understand how they may work more closely with 

the successful Contractor(s) i.e. working to establish a potential future partnering 

relationships based on joint objectives. 

 

5.6. Furthermore The Employer requires the successful Contractor(s): 

 

 To be customer focused and to act responsibly in all dealings with customers and 

stakeholders; 

 To manage resources effectively; 

 To continually strive for improved performance and service quality; 

 To ensure sites are safe and well looked after where people feel proud to live; 

 To enhance and improve the local environment; 

 To be effective, safe, timely and responsive to residents‟ needs; 

 To be accessible and acceptable to residents and The Employer; 

 To be proactive in consultation with residents on possible improvements; 

 To be co-ordinated with other Contractors; 

 To provide value for money services. 
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6.0 Assignment and Sub-Contracting 

 

6.1. The Contractor shall not in any circumstances without the prior written consent of 

The Employer assign this Contract and shall not without the prior written consent of 

the Contract Administrator (which consent shall not be unreasonably withheld to the 

prejudice of the Contractor) sub-contract any portion of the Contract. 

 

6.2. The Contractor will only be permitted to sub-contract such portions of the Works that 

they do not undertake in the course of their normal business operations. If such 

consent is given, the Contractor shall not be relieved from any of the responsibilities, 

liabilities or obligations under the Contract. Furthermore the Contractor shall be 

responsible for the act, default, negligence of, or any deficiency of Services under the 

Contract of the Sub-Contractors or its agents and operatives in all respects as if they 

were the acts, defaults, negligence or deficiencies of the Contractor. 

 

7.0 Liability and Indemnity 

 

7.1. Contractors shall be liable for and shall fully and promptly indemnify The Employer, 

its officers, employees, agents and other Contractors  against all liabilities, damages, 

costs, losses, claims, expenses, demands and proceedings whatsoever and 

howsoever arising, whether in Contract, tort or otherwise, directly or indirectly, out of 

or in the course of, in connection with the provision or execution of, or any failure to 

provide the Services, or the use of or occupation by the Contractor or the 

Contractor‟s staff, agents or representatives of The Employer‟s premises, or by the 

Contractor‟s breach of any Condition of the Contract. 

 

7.2. The Contractor‟s liability and indemnity to The Employer will be without prejudice to 

any other right or remedy available to The Employer. 

 

7.3. Contractors are required to have in place Third Party Liability Insurance in the sum of 

not less than £10,000,000.00 for each and every event with the number of events 

unlimited. Contractors are required to have in place “Employer‟s Liability Insurance” 

in the sum of not less than £10,000,000.00 for each and every claim in respect of all 

customary risks. 
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7.4. Contractors are required to have in place Professional Indemnity Insurance in the 

sum of not less than £5,000,000.00 for each and every claim in respect of all 

customary risks. 

 

8.0 Schedule of Visits 

 

8.1. Prior to the commencement of this Service the Contractor shall provide the Contract 

Administrator with a Schedule of Cleaning and Grounds Maintenance visits for each 

site, in accordance with the Technical Specification. This shall include details of the 

days of the week the Contractor will attend Schemes to carry out the service and will 

be agreed with the Contract Administrator. 

 

8.2. The Contract Administrator will have the right to request any changes to the 

Schedule of Visits in consultation with the Residents. Once the Schedule of Visits 

has been agreed, the Contractor shall display the Schedule of Visits for individual 

blocks/schemes in the communal areas. The location will be agreed with the Contract 

Administrator. 

 

8.3. The Schedule of Visits should list all tasks relevant to each site. After each scheduled 

visit the Contractor shall complete the Employer‟s cleaning attendance sheet which 

will detail the date, time and name of the operative who has completed the task. All 

information must be detailed clearly and be displayed on the communal notice board 

where appropriate and the Contractor shall also provide this information to the 

Contract Administrator. 

 

8.4. The Contractor will be required to ensure a picture of the Contractor‟s Operatives, 

who will be responsible for undertaking the services, is displayed together with the 

Schedules of Visits. This should be updated to reflect any changes in staff at the 

earliest opportunity. The Contractor is also to include its contact telephone 

number(s). 

 

8.5. The Contractor shall work with The Employer to explore opportunities to make 

service information available to residents through digital and social media channels, 

reflecting experience elsewhere and sector best practice. 
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9.0 Variation of Services 

 

9.1. Properties may need to be added or removed as a consequence of The Employer‟s 

programmes for development, refurbishment, purchase, disposal or lease of 

properties, with consequential additions and/or deletions to the Services required.  

 

9.2. In addition, the Contract Administrator shall be entitled to issue to the Contractor, 

instructions in writing requiring the Contractor to do all or any of the following: 

 

a) to omit and to cease to perform any part of the Services; 

b) to perform such additional Services as the Contract Administrator may 

require, in accordance with the specification; 

c) to vary the Specification and/or frequencies. 

  

9.3. All instructions shall be confirmed in writing allowing for one month‟s notice. 

 

9.4. Where the additional work is of a similar or comparable nature and is carried out 

under similar conditions to work set out in this Contract, the value of such additional 

work shall be fixed by reference to such prices. 

 

9.5. In the event of a dispute as to whether the value of any Variation to the Contract 

Specification shall warrant any increase or decrease in the Contract Price or an 

additional or reduced payment, then subject only to the Arbitration clause, the 

decision of the Contract Administrator shall be final. 

 

9.6. Contractors shall ensure that the Specification meets the needs of the local 

residents. Within the first 12 months of the contract, Contractors will have the 

opportunity to request variations of the standard Specification based on local needs. 

Any requests of variation must to be supported by consultation with the residents, 

which will be carried out by the Contractor. A contract variation will follow if a 

variation is deemed to be necessary. The Employer reserves the right to accept or 

reject the request of variations. 
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10.0 Direct Service Provision to Hyde‟s Customers 

 

10.1. If the Contractor wishes to offer services direct to The Employer‟s customers which 

are out of scope of this contract, e.g. window cleaning to dwellings, this must first be 

discussed with and approved by the Contract Administrator who will seek 

reassurance such activity has no negative impact on the main Contract activity. 

 

11.0 Hyde‟s Expectations  

 

11.1. The Employer‟s value statements are: 

 

 Valuing people 

 Putting all our residents and customers at the heart of what we do 

 Supporting staff to do their best, recognising everyone's contribution 

 Treating people with respect and promoting a diverse and inclusive culture 

 

 Taking responsibility 

 Taking personal responsibility and ownership for our actions and for getting 

things done 

 Being prepared to see things through and resolve issues, asking for help if 

needed 

 Making sure our customers and colleagues can rely on us to do what we 

say we are going to do 

 

 Behaving with integrity 

 Doing what is in the best interests of the customer and the organisation 

 Behaving honestly and openly 

 Conducting our business in a transparent manner 

 

 Working together 

 Working as an effective team 

 Delivering together as The Hyde Group 

 Working effectively with customers and stakeholders 
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 Being innovative 

 Being open to change, new ideas and making suggestions for 

improvement 

 Proposing creative solutions 

 Learning from others, seeking out and implementing best practice 

 

11.2. The Employer‟s commitment to its Residents include: 

 

 To offer a minimum standard to all residents, with planned flexibility to meet 

local needs; 

 To increase value for money through improved pricing and quality; 

 To deliver improved contracts with a more manageable number of 

contractors; 

 To make service charges more accurate and easier to understand; 

 To involve residents in choosing contractors and checking performance; 

 To get more out of contracts, for example training for residents and improved 

green initiatives; 

 Measureable satisfaction against The Employer‟s suite of Estate Services 

KPIs. 

 

11.3. The Employer‟s requirements under this Contract include: 

 

 Resident Engagement (described in sections 15.0 and 18.0); 

 Excellent levels of inspections, monitoring and reporting; 

 Recommendations to improve the quality of the service; 

 Cost efficiencies achieved during the term of the contract; 

 Continual improvement in the overall delivery and standards of all services 

within the scope of this contract. 

 

12.0 Roles and Responsibility  

 

12.1. The Employer intends to provide a named Contract Administrator to manage each 

Framework. 

 

12.2. It is a requirement that the Contractor will provide a sufficient and dedicated team to 

fulfil the defined roles as detailed below: 
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 Contract Manager(s); 

 Personnel with Health and Safety responsibility; 

 Administrative(s) to support the reporting requirements (including KPIs); 

 Supervisor(s) (responsibilities include  Monthly Estate Inspections in 

conjunction with the Contract Administrator and Residents); 

 General Manager(s) with overview of contract, client relationship and for 

escalation purposes; 

 Operatives. 

 

13.0 Managerial/Inspections Requirements 

 

13.1. The Contractor will nominate at least one member of its team who shall be suitably 

qualified to lead and manage the full extent of the services. This person(s) should be 

named prior to the award of any Contract. The number of dedicated management 

personnel required to fulfil the requirements of the works shall be at the discretion of 

the Contractor but shall be commensurate with the need to properly and satisfactorily 

service the Programme.  

 

13.2. In addition to the continual and consistent management and supervision of the works 

provided by the Contractor‟s named senior person(s) in charge, all significant types of 

work must be under the close control of competent trade supervisors to ensure 

maintenance of satisfactory quality and progress. 

 

13.3. In the event that it is necessary to change the personnel comprising the team, the 

Contractor shall ensure continuity of Service is maintained at all times. 

 

13.4. This Framework encourages the establishment of focus groups consisting of 

members of The Employer, Framework Contractors, the Contractor‟s Supply Chain 

and Residents to set benchmarks, measure performance, identify mechanisms for 

improving performance across the Frameworks and implementing such changes over 

the course of the agreement term. 
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14.0 Contract Performance Meetings 

 

14.1. Meetings will be held as and when required by the Contract Administrator, and these 

could be on a weekly, fortnightly or monthly interval. The Contract Administrator will 

arrange and chair any meeting s/he shall deem necessary for the successful running 

of the Contract. The Contractor shall attend all such meetings and s/he is to inform 

any Sub-Contractors when their presence is required. The Contract Administrator will 

be responsible for the production and circulation of Minutes of Site Meetings. All 

costs arising from preparing for and attending meetings are deemed to be included in 

the Contractor‟s tender. 

 

14.2. The Contractor is advised that there may be occasions when residents‟ 

representatives will need to be present and will have a role to play in satisfying 

maintenance needs. 

 

14.3. Items for inclusion on the agenda for contract management meetings shall be sent to 

the Contract Administrator no later than 1 week before a meeting. The agenda for the 

meeting shall be distributed by the Contract Administrator to the Contract 

Management team no later than 3 working days before the meeting. 

 

14.4. Action points from the meeting will be kept and distributed to the Chair of the 

Contract Management meetings. 

 

14.5. Meetings with management will be planned for 2 hours maximum duration. 

 

14.6. In addition to Contract Meetings, The Contractor is required to attend local Resident 

Services staff meetings on a periodic basis, as well as meeting with local staff 

including Housing Officers and Estate Services staff on and ad hoc “as required” 

basis. 

 

15.0 Residents Meetings 

 

15.1. The Employer is fully committed to ensure that Residents are consulted at all stages 

and it is important that the Contractor can demonstrate that they are customer 

focused. The Employer has made a commitment to involve residents and expects the 

Contractor to ensure effective consultation with residents. As a minimum, The 
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Contractor is required to attend and present their performance information and 

service proposals at meetings outside of normal working hours: 

 

 RAC (Resident Assurance Committee); 

 Resident Consultation meetings; and/or 

 Quarterly regional resident‟s panel meetings. 

 

15.2. The Contractor will also be expected to provide quarterly service news content for 

The Employer to publish on its website. 

 

15.3. The Contractor is also advised that there may be additional meetings (Resident 

Association Meetings, Board Meetings etc.) during normal working hours and also 

quite likely at times outside of normal working hours and with tenants or tenants 

representatives present, where the Contractor‟s representative accountable for the 

service will be required to attend and all costs arising are deemed to be included in 

the Contractor‟s tender. 

 

15.4. The Contractor will be required to provide an annual report for each contract area 

within a Framework. The purpose of the report is to give an overview of what has 

happened within that year, to identify difficult-to-maintain or problem areas with 

possible costed options for improvements with the aim to reduce costs for residents 

in the medium term through conversion from high to low maintenance areas. This 

report or sections of its content may be presented at RAC, Forum or other resident 

body. 

 

15.5. To attend residents meetings when requested or required, which can be outside of 

office hours. 

 

16.0 Records of the Contractor 

 

The Contractor shall retain for a period of 6 years (See Policy Folder 

16.1. Appendix A9 – Data Retention for Housing Associations) at their own cost for 

production or otherwise as may be required by the Contract Administrator, any 

records produced by the Contractor in respect of and or relating to and or required or 

provided under this Contract including, but not limited to all accounts, vouchers, and 

documents including VAT returns. 
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16.2. The Contractor shall maintain at all times throughout the works a full record of all 

incidents relying to health, safety and security. Such information shall be available for 

inspection by The Employer upon reasonable notice and when requested to do so 

the Contractor shall present a report of all recorded incidents. 

 

16.3. The Contractor is to keep a concise record of all complaints made by staff, residents, 

visitors or the general public and respond to each in writing commensurate with the 

agreed complaints procedure that has been outlined in their proposals and agreed 

with The Employer. 

 

16.4. The Contractor is to make available for inspection full details of the quality 

management system that it is intending to implement for the works relating to 

retention of records and recovery of records in such case of disaster i.e. fire, terrorist 

activity etc. 

 

17.0 Estate Inspections 

 

The Contractor shall attend Estate Inspections on a quarterly basis where applicable with 

with front line staff (See Policy Folder 

17.1. Appendix A10 – Estate Inspections Policy). 

 

18.0 Resident Satisfaction 

 

18.1. The Employer‟s Business Intelligence Performance team manages a programme of 

customer satisfaction surveys and resident consultations. These are mainly carried 

out by telephone and email by a recognised market research agency with significant 

experience of social housing and customer research. 

 

18.2. All of our surveys comply with the Market Research Society Code of Conduct and 

Data Protection Act. 

 

18.3. All surveys are anonymous to ensure customers feel comfortable to give their honest 

assessment of the service they have received. 
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18.4. The surveys are used to monitor our performance, and that of our contractors, so we 

can improve the customer experience. 

 

18.5. Should a Contractor wish to undertake their own Resident Satisfaction surveys, 

permission must be sought from The Employer. Any request will need to be 

considered by the Business Intelligence Performance team and, if agreed, the scope 

and format of the satisfaction survey must also be agreed between The Employer 

and the Contractor. 

 

18.6. The Contractor is required to give consideration to Resident Satisfaction survey 

results and use these in service improvement planning with The Employer. 

 

19.0 Complaints 

 

19.1. The Contractor shall adhere to The Employer‟s Complaints Policy and Procedure 

(Appendix A2 – Complaints & Compensation Policy). 

 

19.2. Any complaints regarding the services howsoever received will be logged and 

advised to the Contractor‟s representative. The Contractor is to outline to The 

Employer their proposals to show how they will correct any complaint and improve 

performance as appropriate. Escalation procedures are to be detailed. 

 

19.3. The Employer will provide details of its own Escalation procedure for complaints to 

the Contractor (Appendix A2 – Complaints & Compensation Policy). 

 

20.0 Quality Systems 

 

20.1. The Contractor is required to establish and implement a robust and well defined 

Quality management System for all elements of works. 

 

20.2. In addition to complying with the above, the Contractor will also be required to 

provide a consistently high quality of service through the use of high quality 

standards for its management processes including accreditation to recognised 

Quality Management Systems and Investors in People, etc. 
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20.3. It is The Employer‟s requirement that quality standards will be developed with the 

Contractor and the Contractor is expected to be proactive in identifying areas of 

improvement, both in terms of materials specified and procedures adopted for 

undertaking the works. 

 

20.4. It is expected that the results and any recommendations generated from the quality 

control process may be shared with appropriate residents groups and other 

departments from The Employer. It is expected that the Contractor shall be co-

operative and responsive within this process and welcome constructive comment 

regarding the execution of their services and act accordingly. 

 

21.0 Strategic Alliance Agreement  

 

21.1. In order to promote successful operation of the Framework, including the transparent 

and co-operative exchange of information and the benchmarking of the performance 

of the Contractors against each other, Contractors may be required to enter a 

strategic relationship. 

 

22.0 Health and Safety 

 

22.1. The Contractor shall be expected to comply with the Health & Safety at Work etc Act 

1974 (HASWA) and all other relevant legislation for all their activities and duties. 

 

The Employer has its own Health and Safety policy (See Policy Folder 

22.2. Appendix A13 – Health and Safety Policy) and Contractors are also expected to 

follow these requirements. 

 

22.3. All staff must be fully trained, informed and supervised to ensure they work in a fully 

competent manner. 

 

23.0 C.O.S.H.H. Regulations 

 

23.1. The Control of Substances Hazardous to Health (COSHH) regulates the safe use of 

hazardous substances. Hazardous substances are numerous and come in liquid, 

solid, powder, gas and dust form. The most common contact will be from cleaning 

products. 
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The regulations require a written risk assessment and a hierarchy of controls. The Employer 

Employer has produced OHSP 10 Control of Substances Hazardous to Health (COSHH) 

(COSHH) and we expect the contractor to meet this standard (See Policy Folder 

23.2. Appendix A15 – OHSP 10 COSHH Guidance). 

 

23.3. All hazardous substances must have a material safety data sheet (MSDS) and a 

written risk assessment advising on controls. Where personal protective equipment 

(PPE) is recommended (this includes helmets, respiratory equipment, hearing 

protection, hand, foot and eye protection etc.), these must be provided and available. 

They must be suitable for the user and free of charge. All PPE must comply with the 

appropriate BSI EN standard. 

 

23.4. The Employer endorses the concern over the damage that is caused to the 

Environment through pollution and requires the successful Contractor to take all 

reasonable measures to control the damage to the Environment resulting from 

C.F.C.'s disposal of waste and other such issues and should comply in all respects to 

the current and any future amendments to the Control of Substances that are 

Hazardous to Health Regulations 2002 (COSHH). 

 

24.0 Asbestos 

 

24.1. The Contractor shall have regard at all time to the requirements of The Employer‟s 

Asbestos Management Plan (Appendix A1 – Asbestos Management Policy) and 

comply with all obligations. 

 

24.2. Based on the scope of work, it is not anticipated that there will be any intrusive works 

which would have the potential to disturb asbestos containing materials. 

  

24.3. Should the contractor deem any works to be intrusive, then a Refurbishment Survey 

must be undertaken prior to commencement in line with the requirements of The 

Employer‟s Asbestos Management Plan. 

 

24.4. If asbestos containing material is found during the course of any works the instructing 

surveyor / manager is to be immediately informed. If work can continue without the 

asbestos containing material being disturbed, the instructing surveyor / manager may 

allow the work to continue. 
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24.5. If the work is likely to disturb or damage the asbestos, no further work is to be 

allowed until The Employer has inspected and / or removed the disturbed asbestos in 

accordance with the relevant procedures. 

 

24.6. The Contractor shall be responsible for reporting all such incidences to the Contract 

Administrator within 4 hours of the material being found via email. The Contract 

Administrator will liaise with The Employer‟s Compliance Admin Team who will 

advise when the removal is complete to allow the works to progress. 

 

24.7. On identification of the material, the Contractor shall be responsible for ensuring the 

affected area is stickered to allow residents to know that work has been suspended 

until further notice. 

 

25.0 Environmental Impact 

 

25.1. The Contractor is required to reduce the environmental impact of the works 

throughout its supply chain via its policies and procedures. The Contractor will be 

required to ensure that environmental issues are considered, waste production 

minimised, and any adverse environmental impact limited or restricted during the 

works. The Contractor will be required to continually monitor and audit environmental 

performance. 

 

25.2. When selecting products and materials, environmental credentials must be assessed 

by the Contractor. Where similarly priced eco-friendly alternatives with equal or 

similar performance are available, these should be used. Where there is a benefit, 

but an increase in cost, a recommendation should be made to the Contract 

Administrator. 

 

25.3. The Contractor is to pay particular attention to the correct disposal of waste 

materials, in particular the disposal of excess or used chemicals and other harmful 

products. Under no circumstances should polluting materials be released into the 

environment. The Contractor must avoid the unnecessary use of hazardous materials 

and processes and to take all reasonable steps to prevent damage to either public or 

ecological health where such materials are in essential use. 
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25.4. Multipurpose vehicles that enable the delivery of materials and the collection of waste 

should be used wherever possible to minimise the number of necessary journeys. 

Remote tracking equipment must be provided on all vehicles to check that safe and 

efficient driving techniques are being used, with driver training provided as 

necessary. 

 

25.5. Operatives must be provided with a CPD training programme in environmental 

protection, sustainable grounds maintenance and cleaning techniques. Training 

records and schedules should be available for the Contract Administrator to review. 

 

25.6. The Contractor must provide reasonable local flexibility that enables resident groups 

to work with the Contractor to define and enhance the quality of their natural 

environment to their requirements. Such flexibility to include „no mow zones‟, resident 

planting areas, natural flower meadows, invertebrate log refuges, wildlife patches. 

 

26.0 Access  

 

26.1. It is envisaged that there will be limited need to contact residents directly to gain 

access to communal areas. The need may arise for access to carry out work to 

converted street properties and to carry out works such as tree works. In this event 

the Contractor will be responsible for arranging access directly with residents. 

 

26.2. When arrangements for access cannot be made with residents by telephone, then 

the Contractor must either write to or call the resident to confirm a convenient time to 

carry out the work. If necessary, a card should be left with a request to contact the 

Contractor directly. 

 

26.3. In the event of resident breaking arrangements, or refusing access, the Contractor 

shall be responsible for informing the Contract Administrator within 48 hours of the 

missed appointment. 

 

26.4. The Employer‟s staff will accompany Contractors if requested in advance to facilitate 

entry where necessary. 

 

26.5. Whenever possible, work should be carried out or access obtained to premises when 

the tenant or representative is present. 
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26.6. Any other arrangement for key holding or unaccompanied access should be 

discouraged, or if absolutely necessary, shall be kept to a minimum and is subject to 

agreement by The Employer. 

 

26.7. The Contractor should be aware that certain areas where work is required can only 

be accessed via lockable doors or gates. Keys for such areas may be obtained from 

either designated occupier key holders or local offices or the office of The Employer 

and the Contractor shall make due allowance within its tender for obtaining keys and 

gaining access and any disruption this procedure may entail. 

 

26.8. In the event that the Contractor is unable to gain access to carry out Emergency 

Works, they shall immediately notify The Employer's Contract Administrator. 

 

26.9. In addition, the Contractor shall ensure that the Contract Administrator is informed 

immediately of the loss of any keys, fobs, passes or other means of access issued to 

the Contractor to gain access to residents or area via lockable doors or gates. The 

Contractor shall reimburse The Employer the cost of replacement or other 

reasonable security measures that need to be implemented as a result of such loss. 

 

26.10. The Contractor will be responsible for all costs associated with the replacement of 

lost keys/fobs issued to the Contractor to enable access areas via lockable doors or 

gates. 

 

26.11. Local offices / teams should have keys available for the start of the Contract. These 

teams will work closely with the Contractor to notify of any difficult or limited access. 

The Contractors should inform us of their workforce and who will require keys for 

access purposes as all areas will require a key or fob access to enter our estates or 

blocks. 

 

26.12. Keys that are generally used on estates are: Fob keys, Gerda Keys, FB keys plus 

any local arrangements that may be different for access purposes. 

 

26.13. There will be a cost implication to the Contractor in the event that keys become lost 

and they are requesting new ones. 

 

26.14. The Contractor should be given maps of our estates / blocks, where these are 

available. 
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26.15. Parking controlled areas: Parking permits where applicable and any area that has a 

parking barrier that requires a fob to access should also be given to Contractors at 

the start of the Contract. 

 

27.0 Anti-Social Behaviour 

 

The Contractor shall report any incidents of anti-social behaviour including any verbal or 

or physical abuse immediately to the Contract Administrator within 24 hours of the incident 

incident occurring. A report from the operative involved in the incident detailing the time and 

time and date of the incident and details of what occurred then needs to be submitted to the 

to the Contract Administrator within 24 hours of the incident occurring. The Employer will 

will deal with any incidents of anti-social behaviour in accordance with its policy and 

procedure (See Policy Folder 

27.1. Appendix A3 – Anti-Social Behaviour Policy). 

 

27.2. The Contactor is also required to report any incidents of anti-social behaviour to The 

Employer that is witnessed on site e.g. a fight or argument between two residents or 

observed vandalism or graffiti. Again any report must be made by the operative 

concerned and submitted directly to The Employer through agreed reporting 

mechanism. 

 

28.0 Out of Hours/Emergency 

 

28.1. The Employer maintains through a third party supplier an Out of Hours Emergency 

Service which receives Out of Hours Emergency requests during the hours of 8.00 

pm - 8.00 am, Monday - Friday and 24 hours throughout Saturday, Sunday, Bank 

and Public Holidays including the Christmas / New Year Period. 

 

28.2. The Contractor is to make itself available for direct communication with The 

Employer‟s third party supplier of its Out of Hours Emergency service, in order that 

emergency service requests can be promptly notified to the Contractor. Under no 

circumstance will an 'Answerphone' or similar indirect communication procedure be 

allowed and the Contractor is to allow within their rates for Out of Hours Emergency 

Work for all costs in operating and manning their emergency service during the 

required periods stipulated above. 
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The Contractor shall respond immediately to Out of Hours Emergency Orders and be on site 

certainly no later than within 4 hours in line with the Employer‟s policy (See Policy Folder 

28.3. Appendix A18 – Responsive Repairs and Void Works Policy). 

 

28.4. The Contractor should note The Employer expects Out of Hours Emergency Orders 

within the scope of the Contract to be a rare occurrence. It expects most 

requirements can be met within normal working hours. Examples of potential out of 

Hours Emergency Orders include, but are not limited to: 

 Fallen tree(s) presenting a danger or obstruction  

 Responding to aftermath of fire or flood after clearance is given by emergency 

services  

 

28.5. The Contractor should note on all occasions The Employer will require its third party 

Out of Hours supplier to speak first of all to a representative of The Employer, who 

will approve any necessary Out of Hours Emergency call out to the Contractor. 

 

28.6. The Contractor shall ensure that all "follow up" work deemed necessary is reported to 

the Contract Administrator within 24 hours of the emergency works to enable the 

required Order to be issued. 

 

29.0 Hours of Work 

 

29.1. Whenever possible, activity should be restricted to normal working hours or, when 

necessary, due notice must be given to tenants and neighbours of work necessary 

during unsociable times. 

 

29.2. The Contractor may generally carry out the Services between the hours of 8.00 am 

and 6.00 pm Monday to Friday, excluding Pubic Holidays. Work before or after these 

times may be agreed during summer months, but only with the prior approval of the 

Contract Administrator and of the affected residents in respect of occupied 

properties. With the exception of works to be undertaken under a 24 hour Response 

Period. 

 

29.3. Following a Public Holiday, the Contractor will be granted permission by the Contract 

Administrator to carry out the Services during the subsequent weekend. The 

Contractor will be required to undertake any outstanding work during the weekend to 

ensure that the overall weekly schedule is not affected by the Public Holiday(s). 
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29.4. The Contractor must respond immediately to any Emergency Work requests and be 

on site within a maximum of 4 hours. 

 

29.5. The Employer will not be liable for extra payment of monies in the event of overtime 

worked and in such cases where Work is carried out outside of the normal working 

hours. 

 

30.0 Identification 

 

30.1. The Contractor will supply to all working personnel employed upon the Contract 

including Sub-Contractors with a form of identification card approved by The 

Employer which will contain the following details: 

 

 Photograph of operative; 

 Operative‟s name; 

 Contractor‟s name, address and telephone number; 

 Expiry date of card; 

 Unique Reference Number; 

 Appointed Contractor of The Employer. 

 

30.2. The Contractor shall be required to submit before the commencement of the Contract 

a list of operatives to be used on the Contract together with their personal details and 

this list is to be updated when changes arise. 

 

30.3. The Contractor shall be required to ensure that all identification cards so issued are 

returned to The Employer on the expiration of the Contract or on the occasion of an 

operative leaving their employment. 

 

30.4. Failure to return an identification card or a lost or mislaid identification card will result 

in the requirement to reissue new identification cards of a different design to all 

operatives under the Contractor‟s control. 

 

30.5. Persistent failure on the part of operatives and/or staff of the Contractor and/or any 

Sub-Contractors to carry and show identification cards whilst engaged on the Works 

shall entitle The Employer to terminate the Contractor‟s employment. 
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30.6. All vehicles used by operatives employed by the Contractor or Sub-contractors in 

carrying out the Works under this Contract shall clearly and permanently bear the 

Contractor‟s logos and names. Any vehicles used solely in the delivery of this 

Contract shall also clearly and permanently bear the Employer‟s logo and name.  

 

30.7. The Contractor shall be required to submit before the commencement of the 

Contract, a list of its vehicles together with their registration numbers, to be used on 

the Contract and this list is to be updated when changes in vehicles arise. 

 

30.8. In the instances where a specialist Sub-Contractor is utilised for singular pieces of 

work, they shall be required to display identification on the vehicle‟s dashboard at all 

times which must incorporate the Contractor's logo and name and also The 

Employer‟s logo and name. 

 

30.9. All the operatives employed by the Contractor or Sub-Contractors shall at all times 

wear clean uniform, clearly and permanently bearing the Contractor's logo and name 

on them. For operatives dedicated to this contract, the uniform shall also bear the 

Employer‟s logo and name. The uniform shall require the approval of the Contract 

Administrator. 

 

31.0 Experience and Qualification of Employees 

 

31.1. The Contractor shall be required to provide a core team of highly qualified 

professional staff to undertake the works required for the Contract. 

 

31.2. Each employee is expected to hold the requisite experience and expertise to 

undertake the tasks allocated to them and the Contractor will be required to ensure 

that the Quality Management System it operates will be sufficiently robust to identify 

any deficiencies in this regard. 

 

31.3. Where deficiencies are identified the Contractor will be required to ensure processes 

and procedures are established to deal effectively with the identified problems and 

demonstrate to The Employer that appropriate rectification will be implemented. 
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31.4. Prior to commencement of works the Contractor will be required to provide the 

names and level of qualifications of all operatives to The Employer. 

 

31.5. The Contract Administrator reserves the right to issue instructions requiring the 

immediate removal from the contract any supervisor, chargehand and operatives 

without being required to state the reasons for requiring such removal and without 

appeal from the Contractor - this may also include any of the contractor‟s sub-

contractors. The Contractor shall comply with such instructions if so instructed 

replacement personnel shall be provided by the Contractor at no extra cost to The 

Employer. 

 

31.6. The playing of radios or any other related equipment together or the excessive use of 

mobile phones and the like for personal use is not permitted on any site. No personal 

belongings are to be stored / kept in storage areas provided by The Employer. The 

Employer accepts no responsibility for loss / theft or damage to operatives‟ personal 

belongings when on The Employer‟s site. These provisions apply to the Contractor‟s 

directly employed staff and all staff employed by the Contractor‟s Sub-Contractors or 

agents. 

 

The Contractor shall be required to abide by The Employer‟s code of conduct for contractors 

contractors (See Policy Folder 

31.7. Appendix A20 – Contractors Code of Conduct). 

 

32.0 Security / Protect Tenants‟ Property 

 

32.1. The Contractor shall ensure that its employees (and, where appropriate, employees 

of its Sub-Contractors) maintain the security of The Employer‟s premises (e.g. not 

leaving normally locked doors and windows open and unsupervised). 

 

32.2. Any claims for damage to any tenants‟ property are to be settled directly between the 

tenant(s) and the Contractor. The Employer shall entertain no claim from any party 

for damage or loss to tenants‟ property. 

 

32.3. The Contractor‟s tender is deemed to allow for all costs that may arise in complying 

with Clause 30.00, as no additional charges will be allowed. 
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32.4. It is a requirement that the Contractor respects the property of all of The Employer‟s 

residents in the execution of any contracted works. This requires the Contractor to 

exercise care and consideration and consider the impact of their contracted works on 

the quality of life of The Employer‟s customers during the execution of any routine 

task or special project works. 

 

33.0 Protection of Persons and Property 

 

33.1. The Contractor will take every precaution whilst carrying out the services to ensure 

the safety of the general public, The Employer‟s staff, tenants and other persons 

likely to be affected by its operations, and in particular comply with the requirements 

of the Office, Shops and Railway Act 1963, the Factories Act 1961, Construction 

Regulation 1961 and 1966, Health and Safety at Work Act 1974, the Management of 

Health and Safety at Work Regulations 1992 etc., subsequent amendments thereto 

and all other relevant legislation. 

 

34.0 Prevention of Trespass 

 

34.1. No operative, plant, equipment or the like is to be allowed to trespass upon 

properties adjoining those in respect of which the Works are to be undertaken.  If the 

execution of work requires that operatives must enter upon adjoining property, the 

necessary permission must first be obtained from the owner/leaseholder or tenant by 

the Contractor who is to see that these instructions are carried out.  If the Contractor 

is unable to obtain permission for work on adjoining property they are to inform the 

Contract Administrator who will endeavour to arrange access to the adjoining 

property. 

 

34.2. The Contractor shall indemnify The Employer against any claim or action for 

damages on account of any trespass or other misconduct of its employees. 

Operatives will be allowed only into such parts of the site and buildings of The 

Employer's stock as may be necessary to execute the works from time to time 

ordered hereunder. 

 

35.0 Protection of Existing and Adjoining Building etc. 

 

35.1. The Contractor shall suffer nothing to be done that is liable to injure the stability of 

existing buildings or any portion thereof, boundary walls, fences or railings. The 
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Contractor will be held responsible for all damage arising through carelessness or 

inadvertence in this respect. Every effort is to be taken by the Contractor to avoid 

damage to gardens and trees and the tasks are to be carried out so as to cause the 

minimum of interference to the persons occupying or using the existing or adjacent or 

adjoining premises. 

 

36.0 Liaison with Other Contractors 

 

36.1. The Contractor is to note that other works may be carried out concurrently with the 

Contract and the Contractor is to allow for working in conjunction with and liaising 

with The Employer and any other Contractor. Any costs incurred in complying with 

this requirement are deemed to be included in the Contractor‟s tender. 

 

37.0 Unsatisfactory Work 

 

37.1. If the Contractor shall fail to make good any defective or unsatisfactory work when 

ordered to do so by the Contract Administrator or Authorised Officer, The Employer 

shall have power, after not less than 24 hours written notice to the Contractor (or in 

the case of repeated default in respect of the same Works such lesser period of 

notice as the Contract Administrator or Authorised Officer may in their sole discretion 

consider appropriate) to:- 

 

 take the Work out of the Contractor's hands and cause the work to be 

completed and/or make good the unsatisfactory Work and; 

 may offset, from any money due to the Contractor, the full amount of any 

costs incurred in so doing including The Employer's administration costs 

and; 

 no payment will be made for such unsatisfactory work. 

 

37.2. The Contractor shall ensure that all defects / faulty works of whatever nature are 

corrected at the Contractor‟s sole expense to the entire satisfaction of the Contract 

Administrator. For the avoidance of doubt, no payment shall be made to the 

Contractor for the rectification of neither the Contractor‟s defective work nor any 

Work resulting from inadequate Cleaning or Grounds Maintenance and the 

provisions of Conditions of Contract shall apply in the event of a Contractors default. 
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37.3. The Contractor shall provide to the Contract Administrator digital photographs to 

confirm the rectification of defective work. 

 

37.4. The Contractor must make adequate provision for holding stock of material, plant and 

equipment in the operational areas, together with having sufficient labour of all trades 

to meet the requirements of The Employer in accordance with the Contract. 

 

37.5. The Contract Administrator may require any materials or completed Work to be 

tested by an independent body. In this event the Contractor will be responsible for 

arranging for such tests and if they are satisfactory, the Contractor will be paid the 

cost of such tests. Should the tests prove the materials or Work not to be in 

accordance with the Contract, the Contractor must bear all costs incurred in 

connection with the tests and replacing unsatisfactory materials or works. 

 

38.0 Fire Hazard/Precautions 

 

38.1. There will be no smoking on the site. There will be no burning of waste material or 

debris on site. 

 

Any required hot works must have a permit to work system (See Policy Folder 

Appendix A16 – OHSP 11 Permit to Work), clearly identifying risk controls and measures. All 

operatives must be trained to manage the fire risk. The Employer has OHSP 11 Hot Work 

Permit (See Policy Folder 

38.2. Appendix A17 – OHSP 11 Permit to Work – F4 Hot Work Permit) which can be used 

to fulfil this requirement. 

 

38.3. All other fire hazards must be sufficiently risk assessed to ensure compliance with 

Regulatory Reform (Fire Safety) Order 2005 which applies to commercial properties 

and the communal parts of housing stock and the Housing Act 2004 which applies to 

the whole property. 

 

39.0 Provision of Warning Notices 

 

39.1. The Contractor shall implement a system of sign posting to warn occupiers and the 

public of dangerous operations, machinery and chemicals and of freshly applied 

materials. These must be secured and periodically checked to ensure they remain in 

place. 
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39.2. All safety signs must conform to The Health & Safety (Safety Signs and Signals) 

Regulations 1996. These regulations require that safety signs are used where there 

is a significant risk to health and safety that has not been controlled or avoided. 

Safety signs are not a substitute for other methods of controlling the risks. Safety 

signs are required where the employees or others need to be warned and informed 

of any further action necessary. 

 

39.3. Signboards should conform to BS5378 safety signs and colours and BS5499:2002 

Graphical symbols and signs: 

 

 Prohibition  prohibit behaviour likely to increase or cause danger;  

 Warning  giving a warning of a hazard and danger; 

 Mandatory  prescribing specific warning of hazard or danger; 

 Emergency information on emergency supplies or exits. 

 

40.0 Reporting of Accidents and Dangerous Occurrences 

 

40.1. The Contractor shall comply with the Management of Health and Safety at Work 

Regulations 1999. 

 

40.2. The Contractor shall make adequate arrangements for reporting accidents and 

dangerous occurrences as required by The Reporting of Injuries, Diseases and 

Dangerous Occurrences Regulations 1995, (RIDDOR 95) and any amendments, 

modifications or substitution of/for those Regulations. In addition, accidents, major 

injuries and dangerous occurrences must be reported to the Contract Administrator 

and The Employer‟s Health and Safety team. 

 

41.0 Reporting of Repairs, Obstructions and Infestations 
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41.1. The Contractor must report to the Contract Administrator any obstructions within the 

communal areas caused by residents furniture, belongings etc. which hinders the 

undertaking of cleaning and grounds maintenance and obstructs safe access / 

egress. 

 

In addition, the Contractor shall immediately report any infestation problems to the Contract 

Contract Administrator or The Employer‟s representative in line with The Employer‟s policy 

policy (See Policy Folder 

41.2. Appendix A18 – Responsive Repairs and Void Works Policy). 

 

42.0 Working at Heights 

 

42.1. Some of the activities that Contractors will perform involve working at heights e.g. 

window cleaning, tree work etc. Work at height means work where, if precautions 

were not taken, a person could fall and injure themselves. The Work at Height 

Regulations 2005 (as amended) stipulate the requirements to prevent injury form 

working at heights. A height is deemed a place where a person could be injured if 

they fell from it, even if it is at or below ground level (no height level is specified). 

Examples of work are using ladders or stepladders, roof work, using working 

platforms e.g. scaffolds, tower platforms, cherry pickers, scissor lifts etc. 

 

42.2. Contractors are required to avoid any work from height if they can. Contractors 

should use work equipment or other measures to prevent falls if they cannot avoid 

working from heights. Where the risk of a fall cannot be eliminated, contractors are to 

use other measures to minimise the distance and the consequences of a fall should 

one occur. A risk assessment will identify actions required and a safe working 

method. HSE Information sheet MISC 613 has guidance for window cleaning using 

ladders. The Employer will inspect risk assessments periodically. 

 

43.0 Manual Handling 

 

43.1. Contractors are required to comply with the Manual Handling Operations Regulations 

1992. A manual handling operation is defined as lifting, pushing, pulling or carrying a 

load. Control of manual handling risks is achieved through risk assessment. The 

Employer will inspect risk assessments periodically. 
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44.0 Pesticides and Japanese knotweed 

 

44.1. The safe use of pesticides is covered by the Plant Protection Products (Sustainable 

Use) Regulations 2012 and other relevant legislation. Pesticide is any substance, 

preparation or organism that is used to control pests. The term pesticide includes 

herbicides (products to kill weeds and other unwanted plants; insecticides (products 

to kill insects and bugs); molluscicides (products to kill slugs and snails) and 

rodenticides (products to control small animals, birds and also to kill rats and mice). 

 

44.2. All operatives using pesticides must be certified as competent and have received 

satisfactory training. COSHH is relevant and risk assessments must be completed for 

all substances that are used. Records must also be kept of when and where the 

pesticides are used. These records must be kept for three years. 

 

44.3. Japanese knotweed and other non-native invasive plants that are on our land must 

be controlled or preferably removed. This is a requirement of the Wildlife and 

Countryside Act 1981. Herbicides are normally used and the Contractor must follow 

the pesticide safe system of work and COSHH regulations. Transportation and 

disposal of non-native invasive plants and soil contamination must be identified 

clearly, covered and a waste transfer note is required for leaving the site. Please 

refer to www.gov.uk for additional guidance. 

 

45.0 Play Equipment Inspections 

 

45.1. Contractors are expected to notify The Employer of all defects to play equipments. 

Also where there is a risk of harm / injury, Contractors are expected to cordon off and 

affix appropriate signage to the area until it is made safe. 

 

46.0 Water for the Works 

 

46.1. Where water supplies are not readily available, Contractors shall be responsible for 

providing clean, fresh water for use on the Works at their own expense. Contractors 

shall not approach residents to fulfil this obligation. 

 

46.2. In the event of the Contractor taking a supply of water (if the subject of a metered 

supply) in occupied premises, they are to arrange with the occupier for permission to 

use this supply and pay all charges for consumption of water. 

http://www.gov.uk/
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46.3. In the event of the Contractor taking a supply of water from public or communal 

areas, they are to arrange with the Contract Administrator for permission to use this 

supply. 

 

46.4. At some sites a water supply may be locally available for use by the Contractor free 

of charge from ground floor cleaning cupboards or bin stores. In the event of the 

Contractor taking a supply of water from other public or communal areas, they are to 

arrange permission with the Contract Administrator to use this supply which will be 

provided at no extra cost to the Contractor. In the event that such a supply is not 

available from any of these sources the Contractor shall provide clean, fresh water at 

their own expense. 

 

47.0 Protection of Gardens and Communal Areas 

 

47.1. The Contractor shall ensure that no permanent damage is caused to lawns, flower 

beds, plants, trees and pavings during the progress of the Works. 

 

47.2. Any damage caused shall be rectified at the Contractor's expense and to the 

satisfaction of the Contract Administrator. 

 

48.0 Vehicles/Parking  

 

48.1. The Contractor is shall allow for within the cost submitted for all costs associated with 

parking in order to carry out the services. This should also allow for any other travel 

associated costs such as, but not limited to, toll fees, congestion charges etc. 

 

48.2. The Contractor will be responsible for all parking, clamping or any traffic enforcement 

fines incurred elsewhere i.e. sites not owned by The Employer. 

 

48.3. The Contractor or its agents are not to park illegally or park without the necessary 

authorisation of The Employer upon the public and estate footpaths, fire tracks or any 

other non-designated parking space. Any such parking shall only be permitted whilst 

Works are being undertaken at the respective block or site. The Contractor should 

pay particular attention to not inconveniencing residents or other Contractors by 

inconsiderate parking or arrangement of machinery or tools. 
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49.0 Advertising 

 

49.1. The Contractor shall not display or permit to be displayed any advertisement without 

the previous written consent of The Employer. 

 

50.0 Noise Control 

 

50.1. The attention of the Contractor is drawn to the provisions of the Control of Pollution 

Act 1974, with reference to the control of noise and the need, particularly where such 

Works are adjacent to occupied property where a high sensitivity to noise may be 

anticipated, to ascertain from the Local Authority what requirements or restrictions, if 

any, shall apply to the Works in this respect. The restrictions may relate to the type of 

plant used, the methods of working to be adopted, the hours of working permissible 

and may in addition impose a maximum noise level at the site boundary which must 

not be exceeded. 

 

50.2. The attention of the Contractor is also drawn to the provision of Section 61 of the 

Control of Pollution Act 1974, with reference to the issue of prior consent and any 

application under that section should be made to the Local Authority on the 

appropriate form available from them. The Contractor is to be held responsible for 

complying with such requirements, restrictions, or consents together with any other 

stipulations to which their attention may be drawn from time to time by the competent 

Authorities and is to allow in their tender for any costs or expenses arising from such 

compliance. 

 

50.3. No instruction issued to the Contractor by the Contract Administrator or an authorised 

representative shall relieve the Contractor from compliance with the Control of 

Pollution Act 1974. 

 

51.0 Disclosure and Barring Service (DBS) 

 

51.1. Before any member of Staff first attends a Property the Contractor must: 

 

 question that member of Staff as to whether s/he: 

o has any convictions; and (where the performance of the Works may involve 

contact with children and/or vulnerable adults); 

o is on the Disclosure and Barring Service‟s (or its successor‟s) children‟s list or 
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vulnerable adults‟ list and, if so, whether s/he is cleared to work by them; 

 obtain DBS Checks of the most extensive kind available for the type of services 

delivered for each member of Staff and take copies of those DBS Checks from Staff; 

 notify the results of such DBS Checks to The Employer; and 

 scrutinise each prospective member of Staff‟s employment history and take up 

references including asking their most recent former employer whether they have 

made any referral of misconduct for possible barring. 

 

51.2. The Contractor must procure that no person: 

 

 who discloses any convictions, or who is found to have any convictions following the 

results of a DBS Check, is employed or engaged in any Works that may involve 

contact with children and/or vulnerable persons without The Employer‟s prior written 

consent; 

 who is listed as not being suitable to work with children may engage in any Works 

that may include contact with children and/or vulnerable persons; or 

 an update to DBS or check indicates that that person is accountable to work on a job 

involving contracts with children and/or vulnerable persons. 

 

51.3. The Contractor must: 

 

 ensure that DBS Checks for all Staff are updated regularly though the Disclosure and 

Barring Service‟s update service; and 

 notify The Employer immediately if: 

o any member of Staff receives a conviction subsequent to his/her 

commencement of employment; or  

o the Contractor becomes aware of an undisclosed previous conviction in 

relation to a member of Staff. 

 

51.4. The Contractor confirms and warrants that all Staff engaged in the Works will have 

been vetted and recruited as set out in this section. 

 

51.5. Both The Employer and the Contractor must comply with any Code of Practice for 

Recipients of Disclosure Information as may be issued from time to time by the 

Disclosure and Barring Service. 
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The Contractor must comply with The Employer‟s Data Protection policy (See Policy Folder 

51.6. Appendix A12 – Data Protection Policy) 

 

52.0 Safeguarding and Vulnerable Residents 

 

The Contractor is to have regard at all times to the requirements of The Employer‟s 

Safeguarding Adults at Risk (See Policy Folder 

52.1. Appendix A4 – Safeguarding Adults at Risk Policy) and Child Protection policies 

(Appendix A5 – Safeguarding & Child Protection Policy) and comply with all 

obligations. 

 

The Contractor shall adhere to the requirements of The Employer‟s Vulnerable Resident‟s 

Resident‟s Policy (See Policy Folder 

52.2. Appendix A6 – Vulnerable Residents Policy) and comply with all obligations. 

 

53.0 New Technology 

 

53.1. From 2015 The Employer will be introducing mobile technology for its field-based 

staff, specifically those staff who visit residents in their home and who have a role in 

assessing standards of service delivery. 

 

53.2. The Employer has also introduced a smart phone and tablet application for its 

residents to offer an additional channel for reporting repairs and alerting the landlord 

to service failures. We will be developing this application together with other 

opportunities for self-service by residents over the course of the next year. 

 

53.3. The Employer expects Contractors to collaborate on the introduction of new 

technology and new ways of working in order to support: 

 

 Widely accessible specifications, standards and schedules; 

 Evidence of service delivery and service rectification; 

 Improved response times to service requests; 

 Reporting of communal repairs and community issues; 

 Sharing of innovation to the benefit of all The Employer‟s customers. 
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54.0 Photo-Book 

 

See See Policy Folder 

54.1. Appendix A11 – Estate Services Inspection Photo Book 

 

55.0 Maps at the end of their contract 

 

55.1. It is The Employer‟s intention to purchase prior to or during the term of this contract a 

suitable software for the production of electronic Estate Maps. 

 

55.2. Contractors will be required to co-operate with The Employer in the production of 

Estate Maps and assist with the process of gathering information about the areas 

covered under any call-off contract under this Framework. 

 

55.3. Before the end of the third year of any Call-off contract, Contractors shall provide the 

information required by The Employer (in the format required by The Employer) with 

regard to the properties serviced under the contract. As an example, Contractors 

could be asked to colour/shade site plans provided by The Employer identifying the 

areas covered under a contract. 

 

56.0 Social Value 

 

56.1. The Employer supports the Public Services (Social Value) Act 2012. This requires a 

contracting authority to consider; 

 

a) How what is proposed to be procured might improve the economic, social and 

environmental wellbeing of the area where it exercises its functions and  

b) How in conducting the process of procurement it might act with a view to securing 

that improvement. 

 

56.2. At Call-off stage, Contractors will be required to submit a draft social value plan 

(SVP) proposing targets for the duration of the contract and submit, as part of their 

tender submission with details of how they will implement it (Method Statement).  

Consideration should be given to setting realistic goals that are achievable within the 

contract period. Information on The Employer‟s social investment arm and social 

value priorities is provided (Appendix B – Social Value) as well as a template for the 

SVP (Appendix C – Social Value Plan). 
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56.3. The method statement at Call-off stage should provide details on; 

 

 The named person responsible for managing delivery of the SVP; 

 Quality monitoring and reporting; 

 How the target outputs detailed on the SVP will be delivered; 

 Where relevant how compliance will be managed with respect to the supply 

chain; 

 How the Contractor will work in partnership with The Employer. 

 

56.4. Where training and employment opportunities are being provided, the following 

details will be required: 

 

 How the Contractor will work with The Employer to recruit its (The Employer‟s) 

residents; 

 Details of qualifications to include levels and accreditation and vocational areas for 

employment and work placements; 

 Training Contractor details (if training provision is outsourced); 

 Types and levels of apprenticeships to include trade areas; 

 Health and safety, induction and supervision processes. 

 

56.5. In the event that the tender is accepted in whole or in part, this will be tailored during 

the mobilisation period. The Contractor should note that the social value element is in 

addition to the contract value and will not attract supplementary payments from The 

Employer. 

 

56.6. The Employer understands that there is a wide range of social value commitments 

that can be provided by a Contractor. Our principles for any social value activity are 

that it should be of a high quality and should show tangible benefit to The Employer‟s 

residents. The Contractor should commit to assigning responsibility to named staff to 

deliver these elements and to work in partnership with The Employer. 

 

56.7. The Contractor will be required to maintain, monitor and report on progress towards 

their SVP throughout the contract period. The Contractor should provide monthly 

progress reports against the SVP. 
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Appendix A – POLICIES 

 

Appendix A1 – Asbestos Management Policy 

See Policy Folder 

Appendix A2 – Complaints & Compensation Policy 

See Policy Folder 

Appendix A3 – Anti-Social Behaviour Policy 

See Policy Folder 

Appendix A4 – Safeguarding Adults at Risk Policy 

Received 

Appendix A5 – Safeguarding & Child Protection Policy 

See Policy Folder 

Appendix A6 – Vulnerable Residents Policy 

See Policy Folder 

Appendix A7 – Risk Assessment Procedure 

See Policy Folder 

Appendix A8 – Tree Management Procedure 

See Policy Folder 

Appendix A9 – Data Retention for Housing Associations 

See Policy Folder 

Appendix A10 – Estate Inspections Policy 

See Policy Folder 

Appendix A11 – Estate Services Inspection Photo Book 

See Policy Folder 

Appendix A12 – Data Protection Policy 

See Policy Folder 

Appendix A13 – Health and Safety Policy 

See Policy Folder 

Appendix A14 – Communal Areas Policy 

See Policy Folder 

Appendix A15 – OHSP 10 COSHH Guidance 

See Policy Folder 

Appendix A16 – OHSP 11 Permit to Work 

See Policy Folder 

Appendix A17 – OHSP 11 Permit to Work – F4 Hot Work Permit 

See Policy Folder 
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Appendix A18 – Responsive Repairs and Void Works Policy 

See Policy Folder 

Appendix A19 – Communal Repairs Procedure 

See Policy Folder 

Appendix A20 – Contractors Code of Conduct 

See Policy Folder 
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Appendix B – Social Value 

 

Introduction 

 

This guidance document details The Hyde Group‟s approach to social value in our work with 

our supply chain, why social value commitment is important to us and how we define it.  

Practical examples are provided of how our supply chain can make a contribution. 

 

Context  

 

The Hyde Group spends circa £300M on works, goods and supplies per annum. With this 

comes a significant opportunity to create social value through the creation of jobs and training 

and stronger and more vibrant communities. The Public Services (Social Value) Act 2012 

came into effect in 2013. The act applies to public service contracts and framework 

agreements to which the Public Contracts Regulations (OJEU) applies. 

 

The Hyde Group is already demonstrating the impact of what can be achieved by compliance 

with and beyond the social value act and are committed to maximising the potential of their 

contract and supply chain. Our aim is to align social value obligations around the strategic 

priorities of Hyde Plus which are in turn linked to our corporate objectives. 

 

Hyde Plus, The Hyde Group‟s social investment team, helps residents to fulfil their potential by 

providing practical services, training and funding. This work is funded by Hyde, the Hyde 

Charitable Trust, and is supported by contributions from our partners and supply chain.  

 

Our social investment priorities are:  

 

 Financial Inclusion:  we improve the financial situation of residents by helping them to 

reduce and manage debt, increase their income and improve their financial capability 

and confidence. We deliver free and confidential advice, budgeting training, and 

financial support to help people out of a crisis, work with credit unions, food banks and 

schools. 

 

 Employment and enterprise: we help our residents into training and employment. We 

do this through delivering employment support, providing work placements and 

apprenticeships, bursaries, scholarships and training. We have recently set up a 

programme to help our residents develop or start up their own enterprises. 
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 Digital Inclusion: a third of Hyde residents are economically and socially 

disadvantaged because they are not on-line. Our Digital Inclusion programme is 

focused on getting residents access to digital technology and the internet, and building 

their confidence and skills to take advantage of this.   

 

 Youth Development: our Youth Development programme increases aspirations and 

achievements through community activities, bursaries and scholarships to more 

disadvantaged young residents. Our award-winning „Youth Bank‟ is a fund that awards 

grants to young people – with the decisions made by a panel of young people.  

 

 Cash4Communities: our small grants fund delivers community grants to groups of 

local residents so that they can organise and run a range of projects to improve their 

neighbourhoods. Anything goes - from setting up a football team to organising a 

community lunch for older residents. 

 

Innovation 

 

At The Hyde Group, we welcome innovation both as a delivery model for social value or in 

terms of the social value commitment itself. Our ultimate aim is to create opportunities for 

sustainable models which provide quality solutions to enable our residents and local 

communities to benefit from our social value offer. We are keen to support innovative models 

of support such as shared apprenticeship schemes and capacity building for social enterprises 

and small businesses to enable them to grow and compete. We are also keen to see evidence 

of partnering with local voluntary and community sector organisations. Social value 

commitments should also be cascaded down the supply chain and reflected in sub contractual 

obligations. 

 

Social Value Expectations 

 

The grid below provides suggestions and details for each potential element of contribution and 

provides guidelines for how your organisation can play a role in changing the lives of our 

residents. It is not a definitive or prescriptive list.  

 

Please note our preferred social value contribution would be funding for our grants and 

scholarship fund. This would enable us to use the contributions flexibility and address local 

need and priorities.   



Part B – Policies 

48 

 

 

Contribution  Suggestion  Details  

Grant 

Contributions / Scholarships 

Making a contribution to our range of grant 

programmes - see details above. This could 

also include providing match or in kind 

contributions to externally funded projects 

either led by Hyde or where Hyde are a 

delivery or strategic partner. 

Apprenticeships  These are new starts for apprenticeships that 

have been created as a result of the 

organisation entering into a contract with 

Hyde. Each new apprenticeship opportunity 

should include a full training framework to 

include, functional skills, NVQ and literacy 

and numeracy elements. Ideally we would 

expect apprenticeship opportunities to be 

offered at a living wage. An apprenticeship 

should be completed within the timeframe of 

the contract. 

 

Work Placements  

 

To be of a minimum of 3 weeks (105 hours 

duration). Supported by a policy and 

procedure and role description. Can be paid 

or unpaid but travel and subsistence to be 

covered by the contractor and where relevant 

PPE supplied. 

Vocational Training  Training programmes can include, for 

example CSCS, health and safety, skills and 

careers workshops. The training can be 

accredited or non-accredited but must provide 

opportunities for Hyde residents and their 

local communities to gain skills and move 

closer to the job market. Training can also 

include interview and mock assessment 

practice and mentoring. 
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Contribution  Suggestion  Details  

Employability Skills workshops / mentoring  Workshops that provide support with the job 

application process to include mock 

interviews and selection days to provide an 

insight into recruitment practice. Mentors to 

support our residents into employment and 

training.  

Employment Paid employment opportunities which can be 

disseminated to our employment team and 

residents to reduce un and under employment 

and progress careers. Ideally we would 

expect employment opportunities to be 

offered at a living wage. 

Social Enterprise / Business start-up and 

support 

This can include business start-up training 

and mentoring for Hyde residents. In addition 

we are keen to see our supply chain providing 

guidance to social enterprises and small 

businesses to capacity build and strengthen 

their position to enable them to tender 

successfully for contracts and therefore 

sustain and grow. 

Digital inclusion support Complementing the work of our digital 

inclusion programme through 121 support 

and group training 

Equipment / Resources Donations of equipment such as computers, 

laptops etc, as well as the use of facilities (for 

training and resident consultation) 
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Appendix C – Social Value Plan 

 

To be completed and submitted with tender 

 

Social Value  Y1 Y2 Y3 Total  

Grant 

Contributions / Scholarships 

    

Apprenticeships  

 

    

Work Placements  

 

    

Vocational Training  

 

    

Employability Skills workshops 

/ mentoring  

    

Employment 

 

    

Social Enterprise / Business 

start-up and support 

    

Digital inclusion support 

 

    

Equipment / Resources 

 

    

 

Other - please provide details  

    

 

Discounted vouchers for 

residents 

 

 


