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1 CONTRACTOR CODE

1.1 
CODE OF CONDUCT

1.1.1 This Code of Conduct sets out the standards that contractors will deliver to CHISEL residents.  Contractors must comply with the terms set out in this Code of Conduct.

1.2 Excellent Service

1.2.1 Contractors must be committed to providing an excellent service to CHISEL and its residents, including meeting all the standards of this document.  Chisel is committed to ensuring that it provides an excellent service to its residents.  We are also committed to high standards in our dealings with our contractors, and the other partners.  We want to develop long-term, mutually beneficial working relationships.
1.2.2 We expect contractors to:-

· Complete repairs within the target time and to a good standard.

· Make and keep appointments with our residents.

· Consult our residents throughout any planned or major repairs to their 

home.
· Keep us informed of any problems i.e.  access. 

1.3 SKILLS


Contractors should ensure that their employees hold the appropriate 
qualifications to show that they are competent for the job.  They must have an 
understanding of health and safety issues.

1.4 WORK ARRANGEMENTS

1.4.1 Contractors (including sub-contractors) must provide their employees with an identity card showing the name, address and telephone number of the main contractor company, and a photograph which should be displayed clearly.  The identity card should be replaced as necessary to keep it up-to-date.

1.4.2 Employees should be presentable in their appearance, with clean overalls, and equipped with all necessary personal protective equipment.  The company name and insignia should be displayed on all company vehicles.

1.4.3 Contractors are responsible for supplying and bearing the cost of all necessary plant, scaffolding, staging, temporary covering, dust sheets, tarpaulin, disposable ‘overshoe’ protectors, tools, equipment, transport, labour and materials for the proper execution of works.

1.5 HEALTH AND SAFETY

Contractors must conform to all relevant health and safety legislation and standards, in particular to ensure the health and safety of their own employees and CHISEL residents during the course of the work being undertaken.

1.6 PROBITY

1.6.1 Contractors must not lobby or canvas a Board Member or an employee in an endeavour to obtain work.

1.6.2 Contractors must not offer their services or undertake any work on a private basis for any employee/Board Member.

1.6.3 Contractors should not offer gifts in kind to any employee of CHISEL.  Any offers of hospitality or gifts at Christmas accepted by employees will be recorded on CHISEL’s Hospitality Register.

1.7 DATA PROTECTION


Contractors are required to comply with the requirements of the Data Protection Act 1998.

1.8 INSURANCE


Contractors must maintain adequate insurance, including adequate protection for the safety of residents, occupiers and the general public, and indemnify against all injury and death to persons and damage to property.  Where required, professional indemnity insurance should not be less than £1 million.  When requested, the contractor shall provide copies of their insurance policies or other such details for examination (where the details are not available from Construction line and/or the London Equal Opportunities Federation).

1.9 INVOICING

Contractors should send all invoices to CHISEL within 4 weeks of completion of the job.  Payment will not be made unless the complete information is provided:-

· The address.

· Order number.

· Completion date.

· Labour and materials cost (unless working to schedule of works).

2 Working on CHISEL Properties

2.1 ACCESS TO PROPERTIES

2.1.1 You should make advance appointments before visiting residents.  You should confirm that a resident (18 years and above – see paragraph below) will be present to provide access.
2.1.2 You must not enter resident homes where the occupant is, or suspected to be, under 18 years of age and alone in the home.  You should inform CHISEL of this reason for failing to gain access.
2.1.3 If you cannot obtain access, a calling card must be left requesting the resident to either ring you or CHISEL to arrange another appointment.
2.1.4 You should make at least two visits to the property (not for emergency orders) and inform CHISEL of any failure to gain access.  A calling card should be left by you each time access is not provided asking the resident to call you.
2.1.5 If you are running late, you must notify the resident immediately.
2.1.6 If the resident does not allow access to their home to complete the works, you must not argue with the resident but must notify CHISEL immediately.  You should not allow yourself to be drawn into an argument with the resident or retaliate when provoked.

2.2 APPROACH TO RESIDENTS


(Including vulnerable residents)

2.2.1 CHISEL will notify you where residents have special needs or vulnerabilities, or where there is a risk that a resident might be aggressive and special visiting arrangements might be needed.
2.2.2 If you visit a CHISEL home and you are concerned about the resident in any way, please contact CHISEL immediately.

2.3 EQUALITY AND DIVERSITY

2.3.1 You must ensure that the same quality of service is delivered fairly to all residents, whatever a person’s race, colour, ethnic or national origin, religion, sex, age, sexuality, HIV status, physical or mental disability, state of health,

appearance, marital status, family circumstances or offending background.
2.3.2 You must respect the diverse nature of CHISEL residents.  You must accommodate, so far as possible, any cultural or other particular views or concerns of residents.
2.4 STANDARDS ON SITE

2.4.1 You must always show your identity card upon greeting the resident prior to commencing work at the property.
2.4.2 You should inform residents of the expected duration of works and the rooms or areas you are likely to work in.  You should also inform residents if there is likely to be much movement of people and equipment in and out of the property.

2.4.3 You must maintain a friendly, helpful, considerate, informative and professional approach at all times.  Anger, rudeness and over-familiarity are not acceptable.

2.4.4 You should seek permission from the resident if a kitchen or bathroom is likely to be needed for any washing/cleaning.

2.4.5 You should carry out work with the minimum inconvenience to residents or the occupants of adjoining properties.  Lack of consideration such as causing excessive noise or leaving doors and windows open unnecessarily is not acceptable.  At no time should audio equipment (radios, cassette or CD players or similar equipment, including headphones) be played in or around occupied homes, unless the resident has given prior consent.
2.4.6 You should maintain a clean working environment.  You must take adequate precautions to protect the resident’s belongings and furnishings.  Such items (e.g.  chairs, tables and ladders) should not be used without prior permission from the resident.  Any damage will be the responsibility of the contractor.  The resident should be consulted prior to moving possessions, such as furniture and televisions, from one room to another.  The resident should be asked to move breakable/valuable items to a safe place, including floor coverings where necessary.

2.4.7 Where you need to make or receive telephone calls you should bring your own mobile telephone.  The resident’s telephone should not be used.  If use of the resident’s telephone is absolutely necessary, you must seek and obtain permission and must always offer to pay for it.
2.4.8 You must have respect for residents’ gardens, including trees, shrubs and local wildlife.  You should avoid walking on flower beds or garden displays unless absolutely necessary for the works.  You should not trespass on adjoining properties.  If it is necessary to carry out works from adjoining properties, then proper notice should be given and permission sought from the owner or occupant.  Contractors will be directly liable for any damage caused to such property.

2.4.9 If you have to leave the premises with work incomplete you must explain the reason to the resident, confirm the date for your return to complete the works and let CHISEL know.

2.4.10 Smoking is not allowed in residents’ homes or in properties owned by CHISEL.  You are permitted to leave a property if a resident insists on smoking, and you should notify CHISEL.
2.5 HEALTH, SAFETY AND WELFARE

2.5.1 You must employ safe working practices whilst working on CHISEL properties, and particularly to ensure the safety of residents, including children.

2.5.2 You should explain to the residents the work being undertaken, the related risks, and the preventive measures that are being used to ensure safety.

2.5.3 You must provide adequate barriers and take other protective measures necessary to ensure a safe working environment, and particularly to prevent children from gaining access to tools, materials, ladders etc.  You must also ensure the safety of residents’ pets.  

2.5.4 Where you encounter any work situation which you are unprepared for, and which you feel is unsafe, you should contact CHISEL.  

2.5.5 You should not proceed with the work until you are satisfied that the work is safe.

2.5.6 Any accident or near-miss within a property or on-site should be reported to CHISEL.

2.5.7 You are expected to recognise when a resident is vulnerable, e.g.  frail, hard of hearing, and to ensure that the vulnerabilities are considered during the course of the work, and in consultation with the resident where appropriate.

2.5.8 Where you have any concerns about the health and safety or welfare of residents including children, you should notify CHISEL immediately.
2.5.9 Where you are concerned about any aspect of health and safety in a property it should be reported immediately to CHISEL.

2.6 MISBEHAVIOUR

You should notify CHISEL of any incident or misbehaviour by residents, including the use of racist or sexist remarks, innuendoes, or use of illegal drugs.

2.7 RESIDENT COMPLAINTS

You must not argue with residents if they complain about the standard or quality of work.  The resident should be referred to CHISEL.  You must not discuss the workmanship of another contractor, nor the condition of the property with the resident.

2.8 CONFIDENTIALITY

You must treat residents’ details i.e.  names, telephone numbers etc as confidential and in no circumstances should you disclose or discuss any information whatsoever regarding residents’ circumstances, lifestyle, health details etc, to any third party.

2.9 GAS/ELECTRICITY USED


If the use of gas or electricity is necessary, apart from testing appliances, you must make sure that an agreement has been reached with the resident.  Where significant gas or electricity is needed, both you and the resident should take meter readings and you should reimburse the resident for the cost of energy used.  Ideally, where substantial use of electricity is anticipated you should provide a portable generator.  When undertaking work of a substantial nature on a void property whose supplies have been disconnected, you should take readings from the meters.  You should then arrange a temporary builder’s supply to be connected, or provide power from a separate source and will be responsible for paying for this during the works period.  Meter readings should be confirmed once the work is completed.

2.10 LEAVING AND FINISHING WORK

2.10.1 When leaving work unfinished for a period of time or overnight you must warn residents and possibly neighbours of potential hazards and take necessary steps to ensure the safety of the public.  Tools and equipment must not be stored within an occupied property overnight.  You should ensure that the resident is fully informed about when you will return to the property.  Tools and equipment left in unoccupied properties (voids) are the responsibility of the contractor.
2.10.2 You should ensure that the property is wind and water-tight and that all services are safe for use if work is unfinished at the end of the day.  You must also ensure that the resident is left with cooking, washing and toilet facilities.  If necessary, temporary provision should be made.

2.10.3 Ladders or any means of access shall not be left where they will make burglary, house breaking or trespass possible, or where any damage may occur.  Ladders should be removed from site each night or securely padlocked.
2.10.4 If used, the removal of any scaffolding should be timely, i.e.  removed as soon as it is no longer required.  However, CHISEL should be informed beforehand if an inspection of the work is required.

2.10.5 All debris must be cleared at the end of each day and as soon as work is completed.  The area of work should be left in a clean and tidy state.

2.10.6 Residents must be informed when work is finished.  Where required under the contract, you should ask the resident to sign a satisfaction form at the completion of the work.

2.10.7 If residents offer gifts of any kind you should politely decline the gift.

2.10.8 Void properties must be properly locked and secure at any time when you leave the property.
2.11 MONITORING PERFORMANCE


Contractor performance will be continuously monitored by CHISEL.  Meetings will be arranged on a regular basis to review performance and will monitor:-

· Deadlines for completion of work.

· Quality of work.

· Complaints.

· Key performance indicators.

· Health and safety and problems arising/areas for improvement.

· Consistent poor performance will result in the contractor no longer receiving 
work orders until CHISEL is satisfied the issues have been addressed.

Please note: 
Failure to adhere to this code will result in CHISEL no longer 


working with you.
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CONTRACTOR CODE SUMMARY

CODE OF CONDUCT SUMMARY

This Code of Conduct summary, sets out the standards that contractors will deliver to CHISEL residents.  Contractors must comply with the terms set out in CHISEL’s  Contractor Code of Conduct.

CUSTOMER FOCUS

The contractor must deliver a service and standards which meets the needs of residents.  This will include:-

· Making and keeping appointments for all repairs and visits.  

· Notifying residents with 24 hours notice where unavoidable delays arise.

· Communicating with residents about the work to their home, in a way that is clearly understood.

· Completing repairs to a high standard, within the specified target time, and within one visit wherever possible.

· Respecting the homes, contents and environment of residents.

· Work delivered with a friendly, helpful, considerate, informative and professional approach.

· Respecting residents and their safety.

WORKING IN CHISEL HOMES

On arrival the contractor must:

· Produce a photo identity card, with employee’s name, company name, address and telephone number.

· Have a copy of the works order (exception: when the work is an emergency).

· Advise the resident about the work, how long it will take and any relevant matters.

· Whilst working at the property the Contractor is required at all times to:

· Be polite and courteous to the resident and others.

· Avoid the use of abusive or offensive language.

· Be give consideration to residents who are elderly, disabled or otherwise vulnerable.

· Not move resident’s possessions unless the resident is unable to do so themselves and only with permission.

· Take care of those possessions (and any items damaged, must be 
replaced).

· Cause minimum disruption to the resident.

· Liaise with the resident at all times during the process of the work.

· Confine and protect the area to avoid disruption, obstruction and nuisance.

· Provide own source of power unless, before work commences and with arrangements for reimbursement, the resident will allow the use of their own power.

· Avoid the necessity of making excessive visits to bring in materials.

· Be careful about security (i.e. not leaving ladders available for burglars).
· Supervise sharp tools, heavy plant, power tools and toxic substances and 
keep them out of the reach of children and pets.

· Regularly clean up all debris, surplus materials and rubbish generated by 
the work.

· Advise the residents when the work is complete.

When leaving the property the contractor is required to:

· Leave the site clean, tidy and secure at the end of each working day.

· Clean up thoroughly and remove all materials upon completion.

While at the property the Contractor should not:

· Play music or the radio.

· Smoke, drink alcohol or take drugs or be under the influence of drugs or alcohol.  Any contractor found under the influence of alcohol or drugs on site will be removed immediately and will not be employed on CHISEL sites again.

· Use resident’s WC, kitchen, phone or belongings for personal use or for cleaning equipment unless given permission.

· Work at weekends or after hours unless by agreement.  Normal working between 8am-6pm unless by prior agreement with CHISEL and the 
resident.
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