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DESCRIPTION OF THE SERVICE

Overall objectives

The Contractor shall provide Estates Maintenance (planned and reactive) for the Client’s
unique estate (the Affected Property), as outlined below in the Scope and the Scope
appendices. The Client is looking to partner with an experienced contractor of maintenance

and reactive works who can deliver best in class service.

The Service should reflect the unique environment and address the challenges of \working

in historic public buildings, around The Collection and alongside Client staff and the Public.

Description of the Service

The Contractor shall provide full,planned and reactive maintenance service as outlined in

the Scope for all assets and activities detailed within the Scope:

For the avoidance of doubt all assets, unless otherwise stated, shall be considered to be
inclusiverof alllassociated infrastructure including, but notilimited to controls, valves,

pipework and ductwork.

The following examples of infrastructure which shall be considered as part of the asset for
all planned and reactive maintenance activities;when applying all requirements of the

Scope to said asset. The principle.is to be applied to all assets including, but not limited to;

Air Handling Unit (AHU),shall also include;

e Controls.

e Chilled'and heating coils with controls valves.

e Dampers inlet air and recirculated air.

e Pipe work to the asset.

e Ducting from the asset with internal fire dampers.

Chiller Plant shall also include;

e Controls to deliver the design temperatures

e Pipework.
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e Motorised valves.
e System valves.

Boilers Plant should have the following assumptions.

e Controls to deliver the design temperatures
e Pipework.

e Motorised valves.

e System valves.

The Contractor shall comply with all requirements of.the Scope to ensure that all spaces
are fully functional, with minimal downtimes; that responses to call-outs are within specified
time periods, and that the pre-determined environmental conditions in each area are
maintained. A high standard will be required and appropriate resources provided to ensure

the safety and security of the Client’'s employees/resources and,the general public.

Affected Property

The Client estate is;

e The Horniman Museum & Gardens, 100 kondon Road, London, SE23 3PQ
e The Museum Study Collection Centre, off Millennium Way, London, SE10 OPG

During the course of the Service it is possible that elements of the Affected Property may
be exited,or acquired. In these circumstances, the Client and the Contractor shall be

required o review the Scope and if changes aremnecessary issue a Task Order.

The Affected Property will be restricted to those areas defined in Appendix A

Definitions

i The Client The Horniman Public Museum & Public
Gardens Trust

i. The Service Manager The member of the Client team
to which the Contractor is accountable, individual named in the
Contract Data.

iii.  The Contractor The supplier of the Service

iv. ~ The Scope The document providing the specification for
the Service
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2.1

2.1.1

2.2

2.21

v. The Service Provision of full planned and reactive
maintenance of the Affected Property for the period stated in
Contract Data

vi.  Affected Property The Client estate detailed in Appendix A
vii.  The Collection All material held in trust by the Client

viii.  Lead Site Representative The most senior member of Contractor
staff who will regularly attend the AffectedProperty

ix.  Relationship Manager The senior executive of the
Contractor who will be have autharity over all'those working onithe
Service and be the point of escalation.

X.  Consumables An item of equipment or material that is

purchased for a specific job or an item that requires regular
replacement.

1.5 Type of Contract

The works covered by this Scope and associated documents shall be
undertaken as a fixed price contract between the Client and the Contractor
utilising the New Engineering Contract 4 (NEC4) Term,Service contract.

GENERAL CONSTRAINTS ON'HOW THE CONTRACTOR
PROVIDES THE SERVICE

Use of the Affected Property

When the works area is'in an,occupied part of the building every effort shall be made by the
Contractor to ensure that any interference is kept to a minimum. All storage space, offices,
corridors, galleries etc. and especially access ways, fire exits etc. shall be kept clear of

equipment, materials etc. at all times

When working in public areas, the working area shall be barried off.

Access to the Affected Property

The Affected Property contains a secure series of buildings within which priceless

Collection items are exhibited and stored. The Contractor shall remember at all times that
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the safekeeping and public display of the Collection are the primary function of the Client.

All work should intrude as little as possible on these functions.

The Contractor shall make every effort to minimise the disruption to visitors and staff,

particularly when working in public areas.

Due to the public nature of the Client heightened periods of security. may be required from
time to time and the Contractor shall ensure all their staff and subcontractors are fully
conversant with the associated access restrictions and requirements in this,regard on an

ongoing basis.

There is no permanent Contractor parking available on the Affected Property. Limited

parking is available for open use to all Client contractoers and visitors.

The Contractor may for various operational reasons be denied access to buildings or areas
of buildings and may at times be\required torwork under escort. Maintenance programmes,
times and work patterns shall be tailored to suit the,Client’s operation, occupation and other

requirements/activities on the Affected Property.

Deliveries

Access for delivery of materialsito.be arranged via security at each site by the Contractor.

All deliveries at the Affected Property will enter the site through the Horniman Drive gate at

the London Road site and through the access gate at the SCC.

For all exceptional circumstances not covered by the above must be arranged via the

Service Manager.

Noise and'vibrations

Noise Control shall be provided to comply with the current relevant part(s) of BS 5228 and

with the following requirements:

10
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No radios or other noise making leisure instruments to be allowed
on the Affected Property.

No noise of any form will be tolerated before 0800 and after 1800
hours without the permission of the Client.

The Contractor’s staff, subcontractors and others under their control
are only permitted to use radios as guided by the' Service Manager.

No excessively noisy power tools, i.e. pnedmatic drills\etc. will be
permitted on the Affected Property without prior approvalof the
Service Manager.

Adequate supervision shall beqprovided by the Contractor to ensure
no annoyance, damage or nuisance due to noise occurs within the
public areas of the Affected Property while undertaking the Scope
works.

Working Hours

The normal opening hours for the museum are as follows:

Monday to Sunday 10:00 — 17:30

There'is 24/365 manned guarding based‘at Horniman Museum, London Road.

The Contractor’'s normal working hours (core hours) shall be;

08:00 — 18:00

Any works carried out'outside of the above shall require prior approval from the Client.

Events and commercial activity regularly take place outside of core hours, opening hours
and hours of security coverage. Where a support of these activities is required access shall

be arranged with the Service Manager.

Anyworkscarried out outside of the above shall require prior approval from the Client.

Parking

The Contractor will have use of limited parking for all Client contractor allocated vehicles at

11
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the following locations;

e Contractor parking bays, London Road
e  Study Collection Centre, Greenwich

2.6.2 Access for delivery of materials to be arranged via the Service Manager
2.6.3 No casual parking is allowed
264 The Client shall not be liable for vehicle damage, losses, penalties etc. against Contractor

vehicles either on or off the Affected Property.

2.7 Use of Equipment

2.71 Tools

i.  Hand tools, including powered hand tools, must not be left
unattended. If an operativeileaves a job temporarily,all tools must
be secured.

iimAll tools should be adequately labelled with,the Contractor’s logo
or name. All losses shallbé immediately reported to the Service
Manager.

iii.,.  The Client does not accept responsibility for any losses of
materials etc. however caused.

iv. “Atthe end ofthe day alltools'must be removed to a place of
security,within the Contractor's accommodation.

V. All tools shalhbe transported around the Affected Property by
suitable means, such as a tool box or bag in order to minimise the
risk of damage to the Collection and building fabric.

2.7.2 Scaffolding and Plant

i The Contractor is to provide all equipment required for access
(e.g. scaffolding, access ladders etc.), and the Contractor shall
ensure all users of this equipment are fully trained and compliant
with permits to work, RAMS, and all relevant regulations.

ii.  The Client owns access equipment detailed in Appendix X, which
is available for use by the Contractor, the Contractor shall utilise

12
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and maintain the equipment as if owned by the Contractor.
Liability for use shall be held by the Contractor, including
maintaining ladder register.

No steps, ladders or other plant shall be left accessible for
unauthorised persons to enter the building or adjoining buildings.

No fixed or external scaffolding shall be used without the
expressed permission of the Service Manager. When used a
certificate of approval shall be issued and'be followed up by
regular inspections in accordance with‘good practice. All
necessary licenses shall be obtained, all fees shall be paid,by the
Contractor.

No scaffolding or other access equipment shall be attached to the
fabric of the building without prier permission, of the Service
Manager.

All ladders in permanent use, either'singly, or forming part of
scaffolding external to the main structure must be firmly padlocked
and chained against removal. A single ladder or, where
appropriate, the bottomisection of multiple ladderaccess to
scaffolding shall,;at the'end of work activity be returned to.secure
storage or removed from the Affected Property.

All fixed external scaffoldingshall be alarmed

Appropriate lightning protection shall be in place on all external
scaffolding.

2.7.3 Client Equipment

| Ifithe Contractor is permitted to use equipment, plant and
materials or other such property belonging to the Client
thefollowing provisions shall apply;

e All Client property remains the Property of the
Client.

e  The Contractor is responsible for their own
costs resulting from any failure of the Client’s
property, unless it can be demonstrated the
Client was responsible for repair and
replacement of the Client’s property and
caused undue delay in it's repair or
replacement.

e  The Contractor maintains all items of Client
property in good and serviceable condition in

13
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accordance with the manufacturers
recommendations

e The Contractor is liable for any loss of or
damage to any Client property save to the
extent that the Contractor is able to
demonstrate that such loss or damage was
caused by the Client.

2.8 Restrictions on the use of hazardous materials

2.8.1 The Contractor shall deliver the Service in accordance with the current CoSHH (Control of
Substances Hazardous to Health) Regulations and include the information within their site-
specific risk assessments and method statements. Key risks shall also be included and

update in the Early Warning Registef.

2.8.2 The Contractor shall provide and maintain at the Affected Property a copy of the current
Material Safety Data Sheet,(MSDS) for all substances used together with any COSHH Risk
Assessments required under the:€oSHH regulations. Wherethe use of hazardous
substances has the potential to.impact upon the Client’s staff or other visitors a copy of the
current MSDS and CoSHH Risk'Assessment is\provided to the Service Manager before

using the substance.

2.8.3 The Contractor is responsible for all necessary secure and safe storage, fire-fighting
equipment, and environmental protection measures required for the substance. Any
additional space or/storage requirements are to'be brought to the Service Manager’s

attention at the earliest possible opportunity:

2.9 Storage of fuel and chemicals

291 The Contractoriis responsible for all necessary secure and safe storage, fire-fighting
equipment, and environmental protection measures required for the substance. Any
additional space or storage requirements are to be brought to the Client’s notice at the

earliest possible opportunity.

210 Pollutions, ecological or environmental impacts

14
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Smoking is not permitted anywhere within the Affected Property and its environs and

vaping is not permitted in the buildings.

All assets shall be maintained to high levels of cleanliness, safety and performance in order
to minimise dust and pollutants entering in to the Affected Propefty, inparticular areas

housing the Collection.

Client specific policies and procedures

The Contractor shall provide a professionalservice which as well as being fully compliant
with all statutory and good industry practice requirements shall also be compliant with

Client policies as determined by the Client for all areas of'the Service.

These shall include, but not limited. to;

H&S policy

Conservation Policy (including environmental condition statement)
Gallery Use Guidelines

Security Guidance

Constraints imposed to.meet the requirements of Others

Catering Areas: The\Client’s contractor delivering catering services shall be responsible for
maintaining, the cateringiequipment, the Contractor shall be responsible for all other

maintenance services withinithese areas as defined in the Scope.

Travelling and Travel

The Contractor shall include in their prices and rates for all services, all subsistence, travel,
transport and all associated costs. Rates and prices quoted in the Price List shall be

deemed to be inclusive all such charges, rates and associated costs.

No claim for travel, transport, subsistence or any other such charge will be entertained.

15
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Confidentiality

The Contractor shall at all times ensure the confidentiality of the Client is protected as set

out in the contract documentation.

Any concerns in this regard concerning or raised by the Contractor, their staff or their

Specialists shall be brought to the attention of the ServicedManager.
The Client may be subject to Freedom of Information‘requests, the Contractor shall be

required to provide information to the Service Manager in\support of these.

Security and protection of the Affected Property

The Contractor shall adhere to the Client’s security processes forall operatives whom'it is
intended will work either anithe site of have reason to visit. the Affected Property during the

course of the Service.

The operatives will then be security. cleared. Should,any operative fail to be cleared they

will not.be allowed to work on the contract:

The Contractor shall work with the Client'ensure all Contractor staff have Disclosure

Scotland clearance iin place in order to work unesecorted on the Affected Property.

The Contractor shall issue all requests for access to the Service Manager.

All the Contractor’s operatives are to observe the Client’s security requirements both verbal

and written instructions given by authorised personnel.

Prior to being security cleared, the operatives shall report to the Security control room and
shall sign in. A pass shall be issued to each operative which shall be visibly carried at all

times by the operative whilst on the Affected Property.

If requested when working within an occupied area the operative shall, as a matter of
courtesy, explain why they are there and briefly advise what they are proposing to do.

When leaving the Affected Property, the operative shall report back to Security Staff, hand

16
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back the pass and sign out.

No operative is to go beyond the working area or the access routes to and from it., along
with the designated access route to the toilet accommodation, as identified on the drawings

or advised by the Client, without the specific permission of the Service Manager.

Access to stores will be supervised by the Client and agreedfin‘advance with the with

Service Manager

It is the responsibility of all Contractor staff to ensure all areas of the Affected Property are

left secure

The Contractor’s staff, their subcontractors or those working on behalf of the Contractor
shall all wear clear identification in the formof the Contractor’'s company name and
photographic identification at all times whilst on‘any:of the Affected Property or undertaking

works associated with the Affected Property.
Client ID cards shall be displayed atiall times when on the Affected Property.

Due to the high-profile nature of the Clientthe Contractor can expect for all infringements to

be fully investigated.
The Contractor shall have complete responsibility for the safe

keeping ofiany keys issued to them and shall be responsible for the cost of replacing the
locks of any compromisedientry points due to lost keys. Upon completion of the Service, all

keys,shall be returned to the Client.

Protection of the Affected Property

No smoking is‘allowed by Contractor staff is any part of the Affected Property

The Contractor and all those working on behalf of the Contractor are to take due
care to avoid causing damage to the Affected Property and its contents when

delivering the Service.

The Contractor shall not handle or move the Collection nor move Collection storage

furniture. If access is only feasible by doing so, then only Client staff will carry out

17
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the access preparation work, after due notice period with the Service Manager.

If the Contractor’s staff or those working on behalf of the Contractor cause damage
to the Affected Property or it’s contents in the course of delivering the Service, this
shall immediately be reported to the Service Manager and the\Contractor shall bear
responsibility for prompt repair, rectification or replacement of the damaged
equipment or material, at no additional cost to the Client at.the discretion of the
Service Manager. If the Service Manager decides that this'work is best delivered by
a 3" party then the Contractor shall pay compensation to the Client in accordance
with the extent of the damage, the remedial work hecessitated and any. other costs
associated works associated with mitigating the impact to the Affected Property,

contents or Client activities.

The Contractor shall be responsible for producing@and agreeing specific method
statements for access to high level lighting in galleries etc. together with the
required protection of the Collection below. The Contracter will be responsible for
the supply of all plant and equipment and in liaison with the Client; the programming

of such work required in this regard form part of the Scope.

Protection of the work on the Affected Property

The Contractor shall, at all times, take all necessary precautions to minimise
inconvenience, avoid disruptionito. the business of The Client and to prevent injury to

persons or damage to the Affected Property arising from the carrying out of the Service.

For planned Works that effect activity of the Affected Property (PPM and reactive calls), the
Contractor shallhave responsibility to liaise with Client staff, to discuss their requirements,
advise Client staff of their €stimated time of arrival, details of any potential disruption and

advise completion of the Works.

Consideration of Others

The Contractor shall ensure that all works are to proceed so that they may cause the

minimum of inconvenience to Client staff, visitors and neighbours.

Prior to the commencement of any works which are likely to cause disruption Client staff,

18
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visitors and neighbours the Contractor shall apply for approval to commence from the

Service Manager and give notice of at least 5 working days.

No obscene literature or language of any variety will be tolerated on the Affected Property.

No pets will be allowed on the Affected Property.

At all times Contractor staff should be aware that they are representing the Client when
interacting with the public. If they are unable to deal with'a member of the public’s request

they shall ensure that they are referred to the nearest member of public-facing Client staff.

Cleanliness

The Contractor shall keep all areas where theyare working in a‘clean and tidy condition at

all times.

All plantrooms and working areas shall be maintained in a‘clean and tidy condition

Waste Material

The Contractor shall remove all waste in.accordance with the Client’s guidance.

The Contractor shall clean and remove from the Affected Property all rubbish, debris and
redundant'material arising from the provision of the Service in a safe, sustainable and

certified manner.

The Contractor shall ensure that all used filters are removed from site and recycled, where

possible.

Where replacement parts are provided and installed, the Contractor shall ensure that any
redundant plant and equipment is removed from the Affected Property and disposed of in
accordance with the requirements of the Waste Electrical and Electronic Equipment
(WEEE) 2002 and other relevant regulations.

All waste held temporarily on the Affected Property shall be deposited in a location

approved by the Service Manager at the end of each working day

19
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Advertising

The Contractor shall not display nor permit others to display any advertisement on or about

the works or site without the prior written consent of the Service Manager.

No temporary or permanent advertisements, board, notices orSigns wilhbe permitted on the

works, the Affected Property or boundary walls and fences‘thereof.

The Contractor shall not use the name, logo or reference to the Clientin any advertising or

promotional material without seeking written consent from the Client.

CONTRACTOR’S PLAN

The Contractor’s Plan shall be submitted for approval by the Service Manager prior to

contract commencement with the exception of the full asset verification report.

The Contractor’s Plan will set out a detailed method statement of scheduled maintenance
activity for the first,year of the Service; based on routine works being carried out within the
advised working-hours and in line with ‘manufacturer maintenance recommendations,
British Standards, HVCA guide SFG20, BSRIA guidelines and the specific requirements of
this Scope.

The,Contractor shall provide the Client.with'a Planned Preventative Maintenance (PPM)
Schedule for the Affected Property as part of the Contractor’s Plan based upon the asset
information provided in Appendix X and Appendix X.

TASK ORDER

The Client reserves the right to submit additional assets/activities for inclusion in the Scope

during thecontract.

If additional Scope is identified it shall be instructed to the Contractor by the Client through
a Task Order.

The Contractor shall provide the Service Manager with an updated Contractor’s Plan

20
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including a Task Order programme in response to the Task Order within 30 days.

The Contractor shall submit the Task Order programme to the Service Manager for
acceptance. A reason for not accepting the Task Order programme is that it does not

comply with either the Task Order or the applicable law.

The Contractor does not proceed with the relevant work until the Service Manager has

accepted the Task Order programme.

When a Task Order is issued;

e The Task price list is inserted in the Price List and

e The work involved is added to the Scope

417

51.1

6.1

6.1.1

The issue of a Task is not a compensation event

QUALITY MANAGEMENT

The Contractor shall deliver the Service in line within it's,own Quality Management Policy

and all quality management objectives.as expressed by the Client.

The Contractor shall detail within the Contractor’s Plan the approach to quality

management plan in accordance with the best practice.

All'works carried out in the Service are.to.bé governed by the Contractor’s quality
methodology detailed within the Contractor’s Plan, which shall include quality assurance

processes and frequencies both on and off the Affected Property.

TESTS AND INSPECTIONS

Testing

When works are completed as part of the Service or as a Reactive Work Order, the
Contractor shall be responsible for testing the complete installation and associated

systems.

The Contractor shall provide all necessary certified instruments, labour and materials to
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carry out the specified tests.

The Client shall provide, free of charge, electricity, water and fuel as may reasonably be

required to carry out the specified tests.

If in the opinion of the Service Manager any part of the works fails thespecified tests then
the Contractor shall remedy any defects and re-test that part'of the installation to the

satisfaction of the Service Manager at the Contractor’s expense.

The Service Manager may also invite a Client reptesentative to witness and sign off tests.

Certification, licenses and approyvals

The Contractor, on behalf of the Client and in its own right as applicable, shall obtain and
maintain for the period of.the Contract all necessary statutory and regulatory approval
certification and licensing to provide the Service and for theiassets, plant and equipment

associated with the Scope.

All certification and records shall also be clearly. identified and logged as part of the

Contraetor'srecord management system for the Client’s review.

The Contractor shall include in their monthly reporting any upcoming testing or
other requirements associated with maintaining the full compliance of the

installations and /‘or any. areas where current compliance is at risk.

The Client may carry out annual'compliance checks with outside consultants in

respect of Eire Certification, Asbestos, Water Risk Assessments etc.

Any additional recommendations identified may be passed to the Contractor to be
quoted as reactive works orders; however, this in no way removes the requirement

for the Contractor to maintain the works in a compliant state on a day to day basis.

MANAGEMENT OF THE SERVICE

Project Team

The Contract Data identifies the Client, Service Manager, Health & Safety Advisor and
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Contractor and the conditions of contract state what each is required to do.

71.2 Client Team

The Client shall be members of the Client team or theindesignated
representatives. In all matters the Service Manager shall
ultimately instruct the Contractor.

71.3 Contractor Team

The Contractor shall ensure thereé is'a high level of management
associated with the works under this Scope with suitable
experience and expertise within the maintenance field available
within the Contractor team at beth a site and management level.

The Contractor staff shall remain consistentthroughout the period
of the Service and only be changed by agreement with the Client
and giving aiminimum of 1 months’ notice of any such proposed
change.

This to include monitoring of.attendance and management of any
required holiday or. sickness cover.to maintain the agreed
minimum resource levels detailed in the, Scope with staff fully
conversant with the AffectedProperty, assets. and buildings
covered by the Scope. Equally all staff employed are to be able to
move across the Affected Property as required with full knowledge
of the installed services at ‘each individual site.

The Contractor shall provide andsmaintain a method statement in
the Contractor'siPlan detailing how the Service will be managed in
terms, of on-going management including:

e Management roles and responsibilities,

e Administration/back office support roles and
responsibilities,

e A reporting structure chart

e The CVs for the proposed Contractor roles who will
be responsible for managing the Service,
demonstrating appropriate experience and
qualifications, including, but not limited to those
listed below;

7.1.4 Lead Client Representative
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The Contractor shall identify the most senior member of
Contractor staff in regular attendance on the Affected Property as
the Lead Client Representative.

This Lead Client Representative shall be authorised to receive
instructions and to be the point of contact between the Contractor
and the Client on a day to day basis throughout the course of the
Service.

This individual will, on behalf of the Contractor attend all meetings
with the Client regarding the Service and authorise andsign all
reports submitted to the Client by thie, Contractor.

Any change to this role is to be agreed by the Client with a
minimum of 1 months’ notice of such a proposed change.

This Lead Client Representative shall take responsibility for the
day to day relationship with the Client; coordinatepand manage
the Client’s requirements

7.1.5 Client Relationship Manager

The Contractor shallkname a Client:Relationship Manager who
shall be a senior executive of the Contractor who will be have
authority over all those working on the Servicerand be the point of
escalation.

7.1.6 On-site management of subcontractors

The Contractor.shall be responsible for the day to day
management of theirsubcontractors and that for all
subcontractors the Client’s Permit to Work System is adhered to
at all times.

This shall alse include arranging and escorting subcontractors or
others under the'Contractor’s control both to gain access to the
Affected Property and to the work area concerned, arranging
necessary permits and H&S documents as may be required. In no
way should the Client be required to provide this service.

The Contractor shall also provide such attendance as required by
their subcontractors or others under the Contractor’s control in
respect of access to the Affected Property and restricted areas
and or local service isolations.

The Service Manager shall be advised of any planned attendance
by subcontractors or others under the Contractor’s control on a
minimum of a weekly basis.
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7.2 Communication System

7.21 All communications between the Contractor and the Client are to be undertaken using

electronic mail as the preferred method of communication.

7.2.2 All verbal communication or instructions received by the Contractor or others under their

control are to be recorded as above and stored in an agreed loeation.

7.3 Helpdesk

7.3.1 The Client operate a Helpdesk that covers multiple services.

7.3.2 Client staff are directed to email maintenance job requests and faults to a central email
address.

7.3.3 The Client reviews the requests and assigns themto the Contractor

7.3.4 The Contractor shall provide regular.updates on every job to the Client

7.3.5 The Contractor shall define the process for managing helpdesk requests in the Contractor’s
Plan

7.3.6 The Contractorshall\provide the Client with information relating to their management of this

element of the Service as part of the regular reporting.

7.4 Management Procedures

7.4.1 Meetings

The Contractor shall include for attending regular meetings on-site with the Client staff and

the Service Manager to discuss the progress of the Service and any issues relating to it.

7.4.2 Meeting Frequency/Attendance

The Contractor shall make the following Contractor staff available for the defined meetings;

25



HORNIMAN
MUSEUM
& GARDENS

! MORTICE CONSULTING
www.morticeconsulting.com
Client
Client
Lead Client Relationship
Meeting Representative Manager Director | Service Manager | Director
Weekly X X
Monthly X X X
Quartlerly Review X X X
Annual Review X X X X

7.4.3 Weekly Meeting

The Contractor shall provide the Client with,the following
information, as a minimum, at the weekly,meeting;

a. Any H&Sfor operational impact issues in the week

ahead

b. A review of planned work for the following 2
weeks

c. A review of known Reactive works to be
undertaken

d. A review of the previous weeksyworks

e. ‘A reviewof planned resource (Contractor and
Subcontractor)

f. Anylocal access requirements

g. Any local isolations required / planned

h. Resourcing/(inc. holiday/sickness)

i.

Any other matters raised by the Client team

744 Monthly:Meeting

Thisimeeting will require the Confractor’'s Lead Client
Representative to provide ansupdate and assessment of
Contractor’s performance in accordance with the Scope.
The Contractor shall issue an agenda a minimum of 3 working
days ahead of the monthly meeting and shall produce minutes.
The Contractor shall present a proposal for a monthly reporting
template as part of the Contractor’s Plan. This template shall be
agreed with the Client. As a minimum, this document shall include
key information relating to performance for the reporting period
and forward planning for the next period.
The Contractor shall issue the report a minimum of 3 working days
ahead of the monthly meeting.
The report shall contain;

a. adashboard of key contract metrics including

financial performance and KPlIs.

b. Actions from the previous monthly meeting
KPI Report including data
d. Orders issued over the year and status of each

individual order.

o
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o

Small project work summary

List and date of subcontractors attending the

Affected Property

Building update and plant conditions

Finance

Holidays and cover used

Events carried out and any future.@vents listing

engineer’s hours

k. Health and Safety identifying accidents, Near
Misses, Any concerns

I.  Training requirements‘or undertaken and Toolbox
talks carried out.

m. Utility data trends forthe Affected Property,

classifying any outliers in the trends

—h

— T Ta

During the period of Service the Client and Centractor shall by
agreement have the opportunity to add further measurable items
to this list, such items to be implementedby the Contractor within
30 days of request.

The Contractor shall'take minutes of the meeting and issue them
for review a maximum 5 working days after the meeting.

7.4.5 Quarterly & Annual Review Meetings

Vi.

These meetings will require the Client Relationship Manager
supported by the Contractor’s Lead Site Representative to provide
an update and assessment of Contractor’s performance in
accordance with the Scope.

The Contractor shall issue an‘agenda a minimum of 5 working
days ahead of the meetings and shall produce minutes.

The Contractorshall presenta proposal for a quarterly and annual
reporting template as part of the Contractor’s Plan. This template
shall be agreed with the Client. As a minimum, this document shall
include key information relating to performance for the reporting
period and forward planning for the next period.

The Contractor shall issue the report a minimum of 5 working days
ahead of the monthly meeting

The report shall contain a dashboard of key contract metrics
including financial performance and KPlIs.

During the period of Service the Client and Contractor shall by
agreement have the opportunity to add further measurable items
to this list, such items to be implemented by the Contractor within
30 days of request.

7.5 Contractor’s Application for payment
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All works shall be agreed prior to commencement with the Service Manager.

All works shall require a purchase order to be in place before commencement.

Correct and accurate monthly invoices shall be submitted to the Client, giving a clear
breakdown of service solutions provided and include all maintenance, supervision,
consumables and sundries as separate items. Invoices should be submitted at the end of

the month.

All invoices shall be checked and signed off by the, Service Manager.

WORKING WITH THE CLIENT AND OTHERS

The Contractor shall be responsible for identifying.where delivery of the Service may clash
with the activities of others operating in the Affected Property. In such instances, the

Service Manager shall decide which activity takes priority:

Where the Client team or other.contractors are appointed by.the Client to deliver activity
within the Affected Property the Contractor shall cooperate fully at the direction of the

Service Manager.

The Contractor-shalhinform the Client of any complaints received in connection with the

Service.

The Contractor shall deal directly with any such'eomplaints and provide a senior employee
and any specialists required to attend meetings at the Client’s request and at no additional

cost to resolve such complaints.

Where the Contractor is‘requiredqo incorporate work provided by others, the Contractor’s
responsibility in respect of such work shall be limited to reviewing it and co-ordinating such

work to the extent required to ensure the satisfactory performance of the Service.

The Contractor shall be responsible for obtaining such information as necessary to update

the Client Asset Register following such works.

The Contractor shall at all times be the primary contact for liaison with and coordination of
works within the Affected Property in respect of the statutory supply authorities and utilities

providers (Gas, Water, Electricity, Telecoms etc.) in order to deliver the Service.
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9 SERVICES AND OTHER THINGS TO BE PROVIDED BY THE
CLIENT

9.1 Contractor Space

9.1.1 The following Contractor space is available at the Affec¢ted Property.for use by the
Contractor:

i.  Communal mess (used by Client staff)
i. Store (HMG)
ii. Desk Space in Client Security Office (HMG)
iv.  Ad hoc storage on the sites ofthe ‘Affected Property

9.1.2 There is little on-site storage available other than for lamps and critical spares, critical
spares can be stored in plantrooms associated with the spares but this must be done in a

manner compliant with H&S'guidance.

9.1.3 For dedicated Contractor spaces, sole responsibility for cleanliness and decoration

9.2 IT

9.21 Basic PC provision'linked to the Client BMS is available in the Client Security Office

9.2.2 Additional PC'’s and software required for the Service are to be supplied and maintained by

the Contractor.

9.3 Telephones

9.3.1 The Contractor will have access to the Client’s land lines each site, however all other

mobile communications are to be provided and maintained by the Contractor.

9.3.2 All ' Contractor contact details shall be provided to the Client and updated whenever

changes occur.

9.4 Radios
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The Client will provide radios to cover both sites

Catering Facilities

There are no Client catering facilities at the Affected Property, however, Contractor staff are
at liberty to use the various public catering outlets within the'Affected Property at break

times subject to availability and provided a clothing is clean and tidy.

The Contractor shall have access to the staff messirooms where kettles, microwaves and

fridges shall be available.

Identification must be displayed at alltimes when on the Affected Property including
catering outlets. However, high visibility clothing shall be remoeved when in public catering

outlets.

Utilities

Electricity and water required for the delivery of thexService can be utilised where available

on the Affected,Property by the Contractor:

HEALTH & SAFETY

General

The Contractor shall ensure compliance with all relevant statutory and good industry
practice obligations regarding Health, Safety and Environmental management that arise out
of, or in context with, the work undertaken by the Contractor. The Contractor is also
expected to comply with any additional requirements as detailed in the Client’s Health and

Safety Policies and any other instructions issued by the Client Health & Safety Advisor.

The Contractor shall be responsible for all statutory or mandatory legislation affecting this

Scope in its entirety, now and as it may change.

The Contractor will be responsible for the H&S management directly associated with the

Service only, overall Health and Safety management of the Affected Property is supervised
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by the Client’s Health and Safety Advisor.

The Client will arrange ad hoc inspections to ensure that the Contractor complies with the
relevant health and safety control measure and requirements. The Contractor shall allow

the Client access to observe tasks in progress for this purpose.

The Contractor shall be mindful that significant parts of the Affected Property are open to

the public and consideration for this should be made when undertaking all activities.

Affected Property Users

The Contractor shall, when deliveringthe Scope, ensureiat all times the protection of the
health and safety of all occupants of the Affected Property; Staff, employees, users, visitors

and others that might reasonably be affected by their acts or omissions.

Unsafe Conditions

If the Contractor discovers any dangerous situations, inside or outside of the Affected
Property, they shall bring these to.the attentioniof the Service Manager by phone, then

follow up in writing.
Should any of the Contractor’s access'‘equipment become damaged or unsafe they shall be

scrapped and replaced by the Contractor.

Fire or Water Hazards

Any works performed by the Contractor likely to give rise to hazards from fire or water, such
as the use of ainaked flame, or-cutting in to pipework, will be carried out in such a way as to
observe the safety and protection of the Affected Property and staff and must be carried out
in the presence of suitably equipped members of Contractor Staff. The Service Manager

must be made aware of the use of a naked flame before any such work is undertaken.

The Contractor shall adhere to the Client permit to Work process as detailed in the Client’s
Health and Safety Policy.

The Contractor shall ensure all existing, new or temporary fire escape routes are
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maintained clear and accessible at all times.

Asbestos

The Asbestos Register is available for inspection at Head of Estates Office.

The Contractor shall provide updates for the Client’s Asbestos Register to the Service
Manager and update all of the Contractor’s own records and associatedirisk analysis, of all

areas within the Affected Property, identifyingdhose which:

i.  Are presumed by the Contractorto contain asbestos;
ii. It has been concluded by The Contractor that they do contain
asbestos;
iii. It has been,concluded by the Contractor that they do not contain
asbestos;
iv.  Are presumed by the,Contractor that they do not contain asbestos
(if in doubt, asbestos shallbe presumed present).

The Client has removed or identified most of the asbestos from the Affected Property.
Howevergitiis,possible that some areas of the Affected Property may include asbestos

based materials that have not been previously identified within the Asbestos Register.

It is the Contractor’s responsibility to bring to.the attention of the Service Manager any area

they consider asbestos based material is evident.

In‘the event of suspect material being found the Contractor shall immediately stop works,
carry out procedures as set out in their risk assessments, method statements or site safety

guidance and inform the Service Manager.

Where asbestos based materials have been discovered in the past and not removed, the
asbestos has been encapsulated and labeled accordingly and recorded in the Asbestos

Register.

The Contractor shall not use asbestos, or asbestos based materials in the execution of the

works¢

The Contractor shall discharge its obligations under the Control of Asbestos at Work

Regulations 2006 and any other subsequent regulations and its amendments and
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associated Approved Codes of Practice.

Equality Act

The Contractor shall be aware at all times of the implications of the' Equality Act 2010
(including all subsequent amendments thereto and associatedsstatutorysinstruments) and
shall draw to the attention of the Client any issues at the Affected Property in relation to this

legislation.

Legal Compliance

The Contractor is to comply with the Health and Safety at Work etc. Act 1974, including all
associated statutory instruments subsequent.amendments thereto and, to ensure the
provision of premises, equipment and systems of work that shall be safe and without risks
to the health of the public, occupants or third parties: This shall include including the
Workplace (Health, Safety,and Welfare) Regulations, Management of Health and Safety at
Work Regulations, Provision and,Use of Work Equipment Regulations, Personal Protective
Equipment Regulations, Manual'Handling Operations Regulations, Display Screen
Equipment Regulations, Electricity At Work Regulations, Control Of Substances Hazardous

to Health Regulations.

The Contractorshall.be obliged to conform to all EC and UK statutory and legislative
requirements and to keep up to date with all changes in law that may affect the Service on
the Affected Property, and shall alter the provision of Service in reaction to those changes
as appropriate. Full coghisance of British Standards, Professional and Trade Codes of
Practice shall'be taken. All'changes;shall be communicated to the Service Manager and the

Contractor’s Plan updated if required.

The Contractor shall demonstrate’the ability to interpret future legislative changes and
advise the Client of the potential for operational and financial impact. This ability shall be
further demonstrated by the acknowledgement that only emergency legislation shall affect

the Client financially in any one contract year.

Records

If requested by the Client or Client’s Representative, the Contractor shall provide evidence
that materials, workmanship and processes used or intended to be used in Providing the

Service comply with the standards required under the Scope and other contract document.

The Contractor shall regularly update all maintenance records for the Client, including the
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plant and equipment asset registers, PPM Schedule and logbooks, to enable an audit trail

to be established in accordance with the agreed quality standards for the contract

All maintenance records are to be held onsite at each site on the Affected Property, along

with back-up copies that the Contractor holds off-site.

The Contractor shall retain throughout the period of the Service copies of drawings,
specifications, reports, calculations and other documents which record the Service;
documents and information obtained or prepared byhe Contractor or. any of their

subcontractors in connection with the Service.

PPE

The Contractor shall supply all necessary PPE\to all those under its control, applicable,to

the tasks being performed.

The Client will not permit tasks to proceed if inappropriateior no PPE is found to be in use.
In such cases the Client will'not beliable for any abortive time etc. associated with

providing the correct PPE.

Safe Systems of Work

Safe systems of working shall be provided for all areas where high-level access is required

for the purpose of maintaining and or upgrading building elements or services

Permit to Work System

The Clientoperates.a ‘Permit to Work’ system across the Affected Property
The Contractor shall adhere to all elements of the Client’s Permit to Work process as
detailed in the Health and Safety Policy.

The Contractoris to ensure all staff and subcontractors understand the implications of the

conditionsdisted on the Permit.

A request for a Permit to Work form is required in advance of any works being carried out

and shall be made to the Security Manager based at the London Road site.

Before commencing any work that is likely to interrupt normal operational activities at the
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Affected Property, a request for authorisation is to be submitted by the Contractor to the

Service Manager in the form of a Permit to Work request.
All works requiring access will require a Permit to Work including, but are not limited to:

i.  Working in confined spaces
i. Hotworks
iii.  High and low voltage electricity works
iv.  Working with asbestos
v.  Working at height including on roofs and scaffold towers.

The permit to work system is owned and managed by.the Client and the Contractor, or
others employed by them in connection with the Service, shall conform in all respects to the

Permit to work system.

The Client’s permit to work system will be managed by the Client Security Manager.

During the mobilisation period the Contractor and all under. their control will be required to

become fully conversant with the Client’s local Permit to Work.system.

For all regular activities not specified above there may be the opportunity, in liaison with the

Service Manager, to apply for an annual permit to work.for low risk activities.

Signage

The Contractor will publish all'Health and Safety notices for all users of the Affected
Property and all'other relevant signage related to the Contractor’s works and areas of

responsibility.

Competent Persons

The Contractorshall advise the Client of the competent person or persons appointed to
assist with undertaking the measures required to meet the statutory duties under health;
safety and fire legislation in accordance with Regulation 7 of the Management of Health
and Safety at Work Regulations 1999. This named person(s) shall liaise on a regular basis
with the Client’s Health and Safety Advisor and attend monthly, quarterly and annual review

meetings.

The Contractor shall notify the Client of those persons having management responsibility
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for health and safety, and their specific duties, on a day-to-day basis where they differ from

the person(s) identified above.

The Contractor shall identify the line management responsibilities for health and safety and

the measures taken to ensure these are being executed effectively;, to the Client.

The Contractor shall ensure that their staff or those working.on behalf of the Contractor
receive training, including induction training in accordance with their duties under health
and safety (including fire) legislation and provide a copy of all such training and induction

training programs to the Client.

Authorised Persons

The Contractor shall ensure that there are persons available withithe appropriate technical

qualification to undertakeithe following activities;

i Electrical

To earry out electricalrisk assessments
To make LV systems safefor.work

To prepare method statements

To prepare Safety Programs

To issue Low Voltage Permits to Work

To issue Low Voltage Isolation Certificates
To issue sanction to work on/adjacent live
electrical equipment at Low Voltage

@ ~0 00 oD

il.». Mechanical

a. To_carry out risk assessments for Mechanical
systems
To make Mechanical systems safe for work
To prepare method statements
To prepare Safety Programmes
To issue Mechanical Permits to Work
To issue Mechanical Isolation Certificates
To issue sanction to work on/adjacent
Mechanical equipment

@ = o o olg

INCIDENT REPORTING

All reportable incidents shall be notified to the Service Manager in addition to the enforcing

authorities. The Contractor shall ensure that all accident reports arising from for all
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accidents and incidents on the Affected Property are copied to the Client. The Contractor
shall be proactive in the recording of near miss incidents on the Affected Property, and

provide copies of any reports to the Client.

The Contractor shall be responsible for monthly reporting on accidents to The Client,

including ‘nil return’ reporting.

The Contractor is responsible for providing updated copiés of health and safety

documentation to the Client, in the event of changesdin legislation or ether relevant event.

Construction (Design & Management) Regulations

Where the Construction (Design andiManagement) Regulations apply, the Contractor will
undertake the duties of Principal Contractor (in accordance with Regulations 13 and 14)
and/or Contractor (in accordance with Regulation'15):as applicable. The Contractords also
the Principal Designer and/or Designer unless an alternative Principal Designer and/or
Designer is appointed, and undertakes the relevant duties (imaccordance with Regulations

11 and 9 respectively).

HEALTH & SAFETY SUPPORT

ThedContractor shall provide access to competent help for all Contractor staff and the Client

in applying the provisions of health and safety law relevant to the Service.

Risk Assessments, Method Statements,and Safe Systems of Work

The,Contractor shall ensure that Risk.Assessments, Method Statements and Safe Systems
of work, are producedrand maintained up to date for all significant risks arising out of or in
contextwith the Scope, and other associated activities for which he has
responsibility/cantrol, and has provided these to the Client and that all local H&S Risk
Assessments, Method Statements etc., remain up to date with regard to the works for
which he has responsibility / control. Risk Assessments shall be site-specific and take full

account of the effects of any work on building occupants and or the local environment.

During thesmobilisation period and prior to the commencement of the Service, and at
regulariintervals thereafter, the Contractor shall undertake a full risk assessment of the

Service at no additional cost to the Client.

The Contractor shall also provide site specific method statements (based on risk
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assessment(s)) for the activities identified within the Scope.

Risk assessments and method statements are to be site specific and documented
by the Contractor, and a copy provided to the Client. The Contractor shall
implement such procedures and practices in relation to the Sérvice as are

necessary to remove or reduce the identified risks.

Sub-Contractors

The Contractor shall ensure that all of their&Subcontractor's comply with all legal and Client

Health & Safety requirements.

SUBCONTRACTING

General

It is expected that the majority of the works to be carried out under the Scope will be self-
delivered by the Contractor; however, a certain limited,number of specialist areas may be

undertaken by Contractor employed‘Subcontractors.

All sub-contractors shall operate within the performance and payment mechanisms of the

Contractor.

The Contractor is responsible forproviding the service as if he had not subcontracted the

work.

The Contractor will submit the proposed conditions of contract for each subcontract to the

Client for acceptance unless the Client has agreed that no submission is required. The

Contractor shall not appoint a subcontractor on the proposed subcontract conditions

submitted until the Client has accepted them.

It shall be the responsibility of the Contractor to ensure the Client is continuously updated
with the names of the Contractor’s staff, supply chain and consultants and their staff
operating within the Affected Property.

Existing Subcontractors

A list of current subcontractors who activities fall fully/partially within the Scope can be
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found in Appendix X.

A number of these subcontractors have specialist skills and knowledge of the Affected
Property and systems and although the Client is not specifying contract elements the

Contractor should consider the value of this knowledge.

Vetting

working with or on behalf of The Co

The Contractor shall warrant that the performan in which they are

been transferred contrac

expected to operate, ha 0 any supply chain sub-

contractors.

rformance throughout the Contract term and
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12 CLIENT’S SERVICE SPECIFICATIONS
121 SERVICE SPECIFICATION INTRODUCTION
12.1.1 This section is concerned with the particular details of thefmaintenance of the mechanical

and electrical services, and the associated works, required within the Affected Property.

12.1.2 The Contractor shall be required to work closely withithe Client team and the Service

Manager will manage the contract on behalf of the Client.

12.1.3 The Contractor shall provide fully trained and qualified persennel to carry out the contract

works within the Affected Property.

12.2 MOBILISATION

12.2.1 The activities that shall be carried out afterthe Client has selected'the Contractor, but

before the Contractor commences work on the Affected Property,

i. . The Contractor shall submit the Contractor’s Plan detailing how
the Service will be provided, reflecting the requirements of the
Scope within the timeframe set out in the Contract Data

ii. » During the mobilisation period the Contractor is not responsible for
undertaking the,Service, but shall:

a. Ensure thatthe Client’s rules and procedures are
fully understood

b. Become acquainted with the Affected Property,
layouts and access arrangements

c. Allow for attendance of key Contractor personal at
meetings with the Client to discuss the actions
required in the mobilisation and procedures to be
adopted

d. Ensure that all Contractor staff are appropriately
trained to undertake the scope of work identified

e. Ensure that Contractor staff are appropriately
trained on the Client BMS and other systems such
that they are competent in their correct use

f. Ensure that all available information is gathered
for the execution of the Service

g. Undertake local Health and Safety induction
where required by the Client.
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h. Provide electronic copies of any schedules
produced against the Client’s asset registers.

i. Provide written reports to the Client covering the
following:
e Asset Exception Report

¢ Provide a safety audit of the installations and
working areas together with associated RAMs

¢ Liaise with the Client to review,and update the
Client’s Risk registers‘as required

¢ Provide a schedule of suggested spares.

¢ Provide disaster recovery plans / method
statements for all key systems to be discussed
and agreed with the Client

12.3 ASSET REVIEW

12.31 During the first 3 months of the Contract the Contractorshall undertake an asset verification
across the Affected Property and produce an Asset Exception Report to bring to the
attention of the Client any variance from the data provided, which could materially affect the
price submitted, together with .costs where appropriate. By the end of this period the
Contractor shall be deemed fully aware of theilevel of installed plantand to be fully satisfied

unless, the Client has been notified \to the contrary.

12.3.2 The Client will' review the Asset Exception Report with the Contractor to identify defects and

may require (but offers no commitment to) the Contractor to;

e Undertake proposed remedial work,
based on price breakdowns provided.
Or;

¢ To review the tender scope of work in
respect of the plant item concerned

12.3.3 During the first 3 months of the Contract the Contractor shall update the existing Asset

Register. Updates to include;

* Manufacturer details including life
expectancy

¢ Model number
e Serial number
e Date of installation

12.3.4 Each asset shall be given a unique asset number on the Asset Register, either as a
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barcode that can be read electronically or a tag label.

The Contractor will enter all the updated asset data on the Client’s Asset Register.

PERSONNEL AND SERVICES TO BE PROVIDED

Suitably mechanical and electrical qualified personnel are to be provided as minimum to

support the Service.

The personnel shall provide regular attendance.on'the Affected Property,to carry out
routine maintenance, breakdown maintenance, remedials and small works

Regular attendance at the Affected Property from a fully siteiinducted controls engineerto
be conversant and competent with building management'systems.

The following specialist trades,shall attend the Affected Property as and when required;

i.  Refrigeration Engineer
ii.  Combustion Engineer
iii.  Additional specialists as required

The Contractor shall be responsible for providing adequate staff and resources to complete

all of the various tasks as detailed in the Scope.

The Contractor shall statesin. its tender return the numbers and details staff to provide the

cover required.

The Contractor shall'be responsible for devising a suitable shift pattern to provide the Client

with the requisite cover.

The Lead Client Representative shall be equipped with a mobile phone by the Contractor

so that they are contactable at all times during normal working hours.

The Lead Client Representative shall act as the point of contact and shall take instructions

from the Service Manager.

The Lead Client Representative shall liaise, instruct, programme, guide and manage the

other operatives on the Affected Property.

The Contractor shall provide a mobile phone for use of the other on-site operatives to be
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used when they are ‘on-call’ or when they leave the Affected Property.

The Contractor shall notify the Service Manager a minimum of one month in advance of
any change to personnel working on the Affected Property. The Contractor shall also

provide a list of replacement personnel.

During any period that the personnel are not fully utilised on«the necessary routine
maintenance they shall carry out minor works and repairs as directed by the Service

Manager at no extra cost to the Client.

Unless otherwise agreed with the Service Manhager, ifithe Contractor does not provide staff
to cover the posts detailed by the Contactorin the Price List, The Client shall have the right
to make appropriate pro-rata adjustments to the monthly‘eharges. The Contractor shall

detail within the Contractor’s Plan how he will provide holiday,and sickness cover to ensure

the smooth operation of the Scope.

All personnel attending the Affected Property do so upon the approval of the Service

Manager and all unsatisfactory staff shall be replaced by the Contractor.

The Contractor shall ensure that all new staff are familiar with the Affected Property, fully
qualified-anditrained for the work required before commencing work in the Affected

Property.
The Contractor shall provide CVs for all proposed staff for approval by the Service

Manager.

SKILLS & TRAINING

The Contractor shall, if required by the Client, provide evidence of staff competence on

request and provide the Client access to a regularly updated training matrix.

The Contractorishall provide the Client with evidence of personnel’'s competence on each

anniversary of the contract award

The Contractor shall provide and training plan and skills matrix for all Contractor staff, these
documents shall be available to the Client and reviewed by the Contractor on a monthly

basis.

43



HORNIMAN
MUSEUM
& GARDENS

| I MORTICE CONSULTING
www.morticeconsulting.com

1254 The Skills/training shall include, but not limited to;
i.  Planned preventative maintenance for the Client’s M&E plant and
equipment
ii. Breakdown maintenance
ii.  Small works, installations
iv.  Replacements to electrical and mechanical services
v.  Emergency lighting maintenance and testing
vi.  Water treatment
vii.  Chlorination of cold water services andtanks
viii.  Cleaning and chlorination of DHWS calorifiers and chilled water
buffer vessels
ix.  Cleaning of plantrooms
X.  Lamp replacement works
xi.  Fire damper testing
xii.  Boiler efficiency testing
xiii. ~ Controls maintenance
xiv.  Annual High Voltage maintenance for main HMG site

12.6 SITE COVER

12.6.1 The Client requires maintenance cover 24hrs 365 days penyear, with a call-out facility
when there are no Contractor staff on site

12.6.2 At least one Contractor operative will be required on the Affected Property on regular day(s)
as agreed with the Client

12.6.3 The Contractor will'be required to provide attendance for special events or additional
activities; where these occur out of core hours these shall form a Reactive Works Order at
the agreed rates when supplemented by time sheets.

12.6.4 All Contractor staff supporting special events and additional activities shall, as a minimum,
be fully inducted on the Affected Property. In providing this cover there should be no impact
to the Service!

12.6.5 Commercial activity requiring Contractor support is anticipated to increase during the

contact period and may require simultaneous multi-site coverage.
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12.7 INFORMATION MANAGEMENT SYSTEM

12.7.1 The Contractor shall provide a systematic process of information transfer and storage that

is to form the central focus for all planned and reactive service provision.

12.7.2 The Contractor shall include full details of their plan for this process within the Contractor’s
Plan.

12.7.3 The process shall ensure the recording of the location and type of assets within the
Affected Property.

12.7.4 The Contractor shall deliver the results of cyclical maintenance and reactive works through

this process

12.7.5 It will be the responsibility of the Contractor that all data‘is storedand made available to the

Client upon request.
12.7.6 The Contractor will be responsible forensuring that their employees are adequately trained

to deliver the process

12.7.7 Assets, each of which are individually numbered are capable of being identified in two

hierarchical structures, one system based system hierarchy, the other geographically.

12.7.8 All managerialy, quality monitoring, PPM tasks and reactive activities are to be managed,

executed, and monitored through these processes.

12.7.9 The Contractor have processes in place capable of issuing maintenance work orders to
their staff

12.7.10 *_ The Contractoris to provide the necessary resources to integrate, maintain, extend, and
enhance boththe quality and the depth of the information held to the mutual benefit of both
itself'and the Client.

12.7.11 The Contractor shall capture maintenance costs, both for direct labour and for sub-contract

labour, in addition to materials costs for each asset, the Contractor is also to capture other
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material and sub-contract costs.

The Client shall in part review the Contractor’s performance (KPI) by regularly and routinely
querying the data held by the Contractor to ensure the feedback information associated

with its activities is promptly and accurately recorded.

The Contractor is to ensure that the requirements for full access tonContractor’s records,

service information, and assets is achieved.

The Contractor is to recognise the Client’s ownership of all data used or generated in the

delivery of the Scope.

In relation to reactive activities that result in a repair which cannot be completed dueto lead
times of replacement parts or the need for Client sanction of costs, the Contractor shall
create a measure allowing for the suspension of any activity under this scenario. The
Contractor is to agree in advance with'the Service Manager the exact criteria for any such

potential suspension and / or where this would not'be acceptable

PLANTROOMS

All plantrooms and working areas shall be maintained in a clean and tidy condition

PLANNED PREVENTATIVE MAINTENANCE

Planned Preventative Maintenance is to be maintenance activity undertaken on a planned
regular/cyclical basis to maintain the condition of an asset to an operational standard at

least equal to that it is in at the start of the Service.

The Contractor shall provide the Client with a Planned Preventative Maintenance (PPM)
Schedule for the Affected Property as part of the Contractor’s Plan based upon the Asset
Register provided in Appendix X.

In the Asset Register Appendix X the Client has nominated it's assets in to 2 catergories
and has a different base maintenance requirement for each asset type. It shall be for The

Contractor to provide a service that meets the base requirements of each maintenance
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type. The Contractor shall, where appropriate, make proposals to enhance the service to

meet the broader requirements of the Client.

Asset Classification Base Maintenance Requirement

Critical Planned Preventative & Reactive
Non-Critical Reactive

12.94 The PPM Schedule shall be developed to ensure;

Useful lifespan of the asset is maximised
Efficient and cost-effective use of the asset
The asset enables Client operations

The asset is operated safely and compliantly

12.9.5 The Contractor shall include within theirtender and make adequate arrangements,to

provide the following to deliver the PPM for ME, plant and equipment;

Site familiar staff
Specialist trades
Additional labour
Materials and tools
Equipment

12.9.6 The schedule for the planned preventative maintenance shall be ‘controlled by the

Contractor-and be made accessible to the Client at all times.

12.9.7 The PPM Schedule shall set out the timing and frequency of planned maintenance activity
forthe first year of the Service, based on'work being carried out within the working hours
identified inithe Scope, in line with SFG20 (where,applicable), manufacturer maintenance

recommendations; British Standards, BSRIA guidelines and this Scope.

12.9.8 The Client shall be given the opportunity to comment on the PPM Schedule prior to the
start of the Service. Any amendments are to be made by the Contractor at no additional

cost before final acceptance is sought from the Client.

12.9.9 For each subsequent year of the Service, the Contractor shall review the PPM Schedule
with the Client and generate a new annual PPM Schedule for the Affected Property and

gain agreement from the Client at least two months in advance of implementation.

12.9.10 On an ongoing basis during the Service the Client will carry out reviews of the PPM
activities being undertaken as set out in the Contractor’s PPM Schedule. The Contractor

will provide resource, at no additional cost to the Client, to assist in the planning and
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undertaking of these review activities.

Records of these reviews may be forwarded to relevant governance bodies to demonstrate

compliance is being achieved across the Affected Property.

WARRANTEES

Certain items of plant and equipment are still within the manufacturers warrantee periods.

The Contractor shall identify these plant items and to'ensure any and all maintenance to
maintain the manufacturers / installers warrantees is,carried out whether specifically

identified as a SFG20 requirement or not.

This shall also apply to any new plant and equipment installed by the Contractorduring the
Service. Maintenance of all such plant and equipment shall be as required to maintain the
manufacturers warrantee for the period of the manufacturers warrantee or 3 months

whichever is the longer period.

BREAKDOWN

The Contractor shall provide suitably qualified staff,to carry out repairs to any item of plant

that breaks down or fails to operate.

The staff provided shall be capable of completing the necessary repair works and re-

commissioning the plant.

REACTIVE WORK ORDER

Reactive Work Orders shall be usedta instruct reactive maintenance requirements where
the total cost is in excess of the Comprehensive Reactive Allowance threshold (CRA
threshold)of £500.

Reactive work'orders will be raised by the Client to the Contractor

The Contractor will respond with up to 3 quotes for consideration by the Client with
indication of materials, labour and associated mark-ups. The Contractor is to respond with
quotes being returned within 5 days unless these periods are changed with the agreement
of the Client.

The Client will monitor progress of the Contractor quotes and resultant works as part of the
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KPI process.

SMALL WORKS INSTALLATIONS (e.g. under £10,000)

As part of the Service where there is capacity for the Contractor’s on-site staff they shall be
required to complete small M&E works as directed by the Service'Manager. Materials for

these works will be charged to the Client by a Reactive WorkOrder.

The Client reserves the right not to offer any or any particular Small,\Works to the

Contractor to price and may use an alternative procurement route 1o deliver such works.

MINOR WORKS

Minor Work is work other than Planned Preventative or Reactive Maintenance required by
the Client. Minor Works include but are not limited to, replacement, remedial works, major
repairs (normally over £10,000), refurbishment, upgrade/improvement works, redecoration,

and removal.
Minor Works will be instructed by the Client to the Contractor via.a Reactive Work Order.

The Client may also request that regular Minor Works to be included in the Service via a
Task Order.

The Client reserves the right not to offer any or any particular Minor Works to the

Contractor to price and may use an alternative procurement route to deliver such works.

EMERGENCY LIGHTING TESTING

Emergency lighting shall be tested to the requirements of BS 5266. The works shall be
completed by the on-site staff. These works are to include both maintained and non-
maintained fittings along ‘withrassociated control and power equipment. The Contractor will

also arrange for the programmed testing of all Emergency light fittings

Testing of emergency fittings will include flick testing (monthly), 1 hour discharge tests

(every 6 months) and 3-hour discharge tests (annually).

For office areas, the Contractor shall endeavour to undertake work at a time that minimises

impact'to staff based in these areas.

For gallery areas, emergency lighting testing shall be completed outside of public opening
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LAMP REPLACEMENT WORKS

The Contractor shall be responsible for monitoring and carrying.out lamp replacement

works for the Affected Property.

These works fall into the following broad categories;

Offices

Galleries

External

Stock

Offices
Galleries
External
Security

Lamp faults to be advised to Service'Manager. The Service
Manager theminstructs Contractor when 1o replace these lamps
Lamp replacementworks in offices can be'completed at any time
providing;
a. The office occupants agree
b. Replacing the lamps does not cause a safety
hazard

Lamp replacement works need to be completed before or after
opening hours
The Contractor will be required to complete regular tours of all
gallery areasito.identify and replace and defective lamps or
fittings. Also as part ofsmoving around the Affected Property they
should capture any failed lamps or fittings
The following shall be excluded from these works;

a. Lighting in showcases

b. Projectors

The Contractor is to be responsible for the replacement of all
defective external lamps

The Contractor is responsible for cleanliness and operation of all
fittings.

The Contractor shall be responsible for ordering and keeping
stocks of lamps, ballasts and fittings at the Affected Property.
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i.  As part of the Contractor’'s mobilisation activities the existing stock
of lamps will be reviewed and discussed with the Client with any
deficiencies brought to the attention of the Client.

iii. It shall be the Contractor’s responsibility to arrange for the certified
disposal of replaced and or broken lamps

iv.  All lamp consumables must meet the required specification of the
Client, in particular for Collection areas. If replacements are not
like for like then approval must be sought from.the Service
Manager.

Strategy

i.  Where recommendations for upgrading to energy efficient
alternatives are viable they shall be brought to the attention of'the
Service Manager. These reecommendations shall also reflect Client
conservation requirements.

CONTROLS

The Contractor shall provide and experienced controls engineer who is fully conversant

with the Building Management Systems installed on the Affected Property

The Client has a minimum expectation of attendance from the Controls Engineer of one day

a month. During attendance, they should make themselves known to the Client.

When'the Controls Engineer is not present on the Affected Property access to specialist

support.

HOLIDAY AND SICKNESS COVER

The Contractor shall notify the Service Manager a minimum of two weeks in advance of any

planned holidays by the site personnel and shall arrange to provide suitable on-site cover.

Sickness cover shall be provided.as soon as possible after the Contractor’s office is
notified. A replacement shall be provided no later than 3 hours after the normal start time
on the first day of the reported iliness. On subsequent days, the replacement shall be
required to attend the Affected Property at the normal start time and shall only stop

attending the day the normal operative returns.

Planned resource levels are to include provision for holiday and sickness cover. Any and all

events/of lack of minimum resource / site attendance are to be logged by the Contractor /
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Client with corresponding reduction in monthly charge to the Client.

MAINTAINING ENVIRONMENTAL CONDITIONS

The Contractor shall be fully aware of the specific environmental conditions required in
each of the Client’s gallery and storage spaces and how the installed,plant and equipment

is to be used to achieve this.

These requirements are set out in Gallery Users Guidelines.

The Contractor shall pay particular regard to this requirement when planning PPM works /
shut downs and shall liaise with the Service‘Manager to'ensure such temporary
arrangements, services or equipment are allowed to maintain required environmental

conditions.

The Contractor shall monitor conditions via the BMS and their own local monitoring as
required and advise the Service Manager of any concerns,in maintaining the required

conditions.

Any deviance from the required conditions shall.be logged by the Contractor and reported
in the monthly Contractor report with cause, rectification carried out and any further

recommendations,by the Contractorto avoid re-occurrence.

For critical Collection areas, reporting of‘alarm status to Client staff must be undertaken
immediately in the event notification (e.g. BMS alarm) during core hours. A follow up report

stating reasons for/each digression to be produced within 1 week.

The Contractor’s perfermance in maintaining required conditions will be assessed as a KPI.

LIMITED COMPRENHENSIVE ELEMENT

The Price List shall be constructed on a comprehensive basis and includes staff, sub-
contractors, spares, consumables, tools, training, access equipment, protective clothing

and any other cost that is incurred.

All spares are to be included and the Contractor is to allow for replacing redundant parts or

systems where required to keep the site fully operational.

Replacement of parts will be undertaken by the Contractor, where required. All parts

replacement up to of Comprehensive Threshold of £500 in each case (including labour,
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materials, profit margin, overheads, and any other relevant costs) will be carried out within

the Contractor’s Plan within the costs identified in the Price List

Where the cost for an individual event is more than £500 + VAT, the Contractor shall pay
for the first £5600 excluding VAT.

An accumulation of a number of small events like lamp replacements would be met by the

Contractor as these would be considered to be separate‘events.

Replacement of parts will be undertaken by the Contractor, where required. All parts
replacement up to of Comprehensive Threshold of £500 in"each case (including labour,
materials, profit margin, overheads, and any other relevant costs) will be carried,out within

the Contractor’s Plan within the costsddentified in the Price List

With the exception of emergencies, no parts replacement with awalue in excess of £500
excluding VAT, is to be undertaken without prior agreement from the Service Manager or

their delegate.

Where it is agreed by the Client that the Contractor will undertake a,parts replacement with
a value in excess of the Comprehensive Threshold.of £500 the element above the
Comprehensive. Threshold will be priced separately by the, Contractor on the basis of labour
rates and a percentage addition to the net cost of any materials required, as set out in the

Price\List.

The Contractor will provide photographic evidence to the Client to evidence that all
replacement parts notincludedsas part of the agreed consumable items are necessary.
Where the value of the parts replacement is in excess of £500 excluding VAT, photographs

will be submitted along with the pricing breakdown.

The Contractor will not include in its main pricing the cost of works additional to the Scope
over £500. These will be priced separately on the basis of labour rates (where capacity
labour is not being utilised) and a percentage addition to the net cost of any materials
required, as set out in the Price List, and will be supported by photographic evidence of the
identified fault.

The expenditure of the Contractor against their tender pricing will be indicated within the

Contractor’s monthly reporting with indication of original allowance, expenditure to date and
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expenditure in the reporting month.

EXCLUSIONS

For the avoidance of doubt the following are excluded from the Scope;

i.  Loss of power from Utility Supplier (other than works associated
with agreed disaster recovery works).

ii. Costs in excess of the Comprehensive Threshold of £500 in each
case for Reactive Maintenance tasks including repairsiand
replacement parts.

iii.  Minor Works (instructed via Reagctive Works,Orders)

EQUIPMENT AND TOOLS

The Contractor is to provide all plant, equipment,and tools torenable full and complete

delivery of the Service.

This includes the provision‘of uniforms, personal protective equipment, scaffold towers and
mobile access equipment, where required, unless otherwise specified. Equipment and tools

provided are in every respect to be suitable for. the activity being delivered.

The Contractor.is to use all equipment anddools forthe delivery, of the Service in
accordance with the, manufacturers’ instructions and guidance and only for their intended

purpose.

All equipment and tools used are to be checkedfor compatibility with the fabric and finishes
of the Affected Property.

The Contractor is to_ ensure all equipment and tools used in the delivery of the Service do
not present safety hazard to persons operating such equipment or to other building users.
The use of all powered or automatically operated tools or equipment is permitted only after
agreement has been reached with the Client Health and Safety Advisor and suitable

precautions taken by the Contractor.

All tools usedfor measurement are to have a valid calibration certificate, all electrical
devices are to be suitably PAT tested and possess valid certification which shall be clearly

displayed on the equipment.

Any equipment requiring testing is to have a valid test or inspection certificate which shall

54



I

HORNIMAN
MUSEUM
& GARDENS

12.22.8

12.22.9

12.22.10

12.23

12.23.1

12.23.2

12.23.3

12.23.4

12.23.5

12.23.6

12.23.7

| I MORTICE CONSULTING
www.morticeconsulting.com

be clearly displayed on the equipment.

The Contractor is to ensure safe and secure storage of all plant and equipment, no claims

for loss or damage relating to equipment will be considered in this regard.

The Contractor shall arrange regular “Tool Box Talks” in the safe operation and use of the

tools and equipment utilised in the delivery of the Service.

The Contractor shall provide a register of all such equipment with certification, re-testing,

and replacement dates for review by the Client.

SPARES AND CONSUMABLES

The Contractor shall keep a comprehensive stack of critical and, high usage spares on site
at the Affected Property.

These spares shall be kept in a secure location.

There is little on-site storage available, other than for lamps and-critical spares, critical
spares can be stored in plantrooms associated with the spares butthis must be done in a

manner compliant,with H&S guidance:

Spares, which maybe required in the event of failures of plant as a contingency measure;
such items,may include portable humidifiers'/ de-humidifiers, heaters, cooling units etc. but
which may not.be available,on site. The Contractor shall put in place a procedure with
contact details for local hire or procurement’of such specific items (and keep this up to date

quarterly).

During mobilisation, the Contractor shall review the stock of spares held at the Affected
Property and make a proposal for ongoing maintenance of the stock of spares as part of

the Contractor’s Plan.

The\Contractor shall provide all consumable items required to deliver the Service. All
consumables should meet with relevant standards. The Contractor shall keep the stock up
to date. The Client reserves the right to request alternate comparable consumables and no

additional cost to the Client.

The Contractor shall provide, as part of a monthly report, a full breakdown of all
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consumables utilised in the delivery of the Service during the reporting period.

12.23.8  The Contractor is to include for the provision of all consumable items required to
satisfactorily deliver the Service, including but not limited to;
i.  Lubricating oils and greases
ii. Sealants
iii.  Jointing compounds and materials
iv. Gaskets, seals and washers
v.  Valve packing
vi.  Humidifier bottles
vii.  Nuts, bolts, screws and plugs
viii.  Cable, conduit and trunking
ix.  Pipe brackets and supports
X. Corrosion inhibitors, scale inhibitors and antifreeze chemicals
xi.  Replacement air filters (air handling units) including bag filters
xii.  Disposable test equipment
xiii.  All paints for general repainting of plant, @nti-corrosion and colour
coding
xiv.  Cleansing, degreasing and anti-corrosion fluids and materials
xv.  Descaling acids and neutralisers
xvi.  Distilled water
xvii.  Dip slides
xviii.  Rags
xiXx.  Replacement lamps (internal‘and external)
xX. Replacement indicator panel lamps
xxi.  Pump/fan belts
xxii.  Fuses and wires
xxiii.n, Miniature circuit breakers
xxiv. »Cable clips, connectors and grommets
xxv. < General purposermastics.
xxvi.  Salt
xxvii.  Grease trap enzyme chemicals
12.24 WATER TREATMENT
12.24.1 The Contractor is to undertake all water services management and testing on behalf of the
Client to'manage all hygiene risks associated with water-based systems within the Affected
Property, including legionella, E-coli and other water-borne bacteria.
12.24.2  The Contractor shall analyse and dose (as required) all of the closed heating and chilled
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water circulation systems installed in the Affected Property.

The Contractor is to provide the Service Manager with written reports on the type of water
treatment used and dosing quantities added to the various systems. These reports shall be

issued to the Service Manager on an annual basis.

The Contractor shall provide dosing agents in accordance with a schedule agreed with the

Client as part of the Contractor’s Plan.

In so far as the law does not permit the Client to allocate, devolve, or transfer any task,
responsibility, or role, the Contractor is to identify in writing'to the Service Manager the

required task, responsibility or role and supports them to meet their associated obligations.

All compliance tasks and roles relating to water-based systems carried out under this
Scope shall meet the standards and requirements of HSE’s Approved Code of Practice,
Legionnaire’s Disease: the control of legionella bacteria in water systems (ACOP L8),
Edition 4, 2013 revision, and any. later revisions, together with the HSG274 part 2,
BS6700:2006 and the Water'Supply (Water Fittings) Regulations 1999. The contractor

undertaking this work shall be a member of the legionella control assogiation.

The Contractor.is to manage all hygiene risks associatedywith water-based systems on the
Premises in accordance with SFG20,'any statutory obligations and specific requirements of

this Scope.

The assets concerned.set out in the Asset Register this shall include but not be limited to;
the Client's' Water Storage andiBoosting plant, and all associated monitoring and dosing

equipment.

The Contractor is to implement a management and testing programme including but not

limited to;

i.  ldentifying and evaluating all potential sources of risk with respect
to legionella bacteria

ii.  Making recommendations of the particular means by which
exposure to legionella bacteria is to be prevented or, where
prevention is not reasonably practicable, controlled

ili.  Setting out the boundaries of demarcation of responsibility for the
water-based systems and the control of any associated exposure
to legionella between any tenants/occupiers and the Client

iv.  Providing and maintaining a set of up-to-date system schematics
in line with the requirements of ACOP L8.
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v.  Providing water testing and laboratory analysis services for water-
based systems.

vi.  Preparing and implementing a control written scheme as
described in the Code of Practice and in particular with section 53
including the items listed in paragraphs (a) to (e).

vii.  Establish an inspecting and monitoring regime and maintain
records of the assessments, inspections, tests and procedures
described in the following sections of this TermBrief in a format
which meets the requirements of the Control‘of Substances
Hazardous to Health Regulations 1999 and the ‘Health and Safety
at Work Act and is in accordance with the recommendations
contained within the Approved Code\of Practice 'The Prevention
or Control of Legionella (Including Legionnaires' Disease)
published by the Health & Safety Commission and local water by
laws.

The management and testing programme shall be included within the Contractor’s Plan.

Prior to undertaking any works, the Contractor shall provide all necessary risk
assessments, method statements, proposed techniques; and detailed operatives
experience. Establish safe 'systems of work, including compliance with Permit to Work

procedures.

The Contractor shall follow and implement all the relevant provisions of the ‘Approved Code
of Practice - Legionnaires’ disease = The control of legionella bacteria in water systems’
published by the Health and Safety Executive and approved by the Health and Safety

Commission.

All records associated with the maintenance anditesting of the Client’s cooling towers shall

be provided‘on a‘monthly basis'to.the Service Manager.

WATER TEMPERATURES

The Contractorshall carry out'the following procedures and measurements;

On a monthly frequency measure and record the temperatures in the DHWS calorifiers and
adjust as found necessary to maintain a flow temperature of water of 60 C. and a return

temperature of at least 50 C.

On a monthly frequency measure and record the temperature at the sentinel outlets and at
not less than 10% of the DHWS outlets in the Affected Property.

Plan the selection of outlets in a manner which will ensure that they are all used for

sampling at least once in each ten-month period and on each occasion, include the sentinel

58



MOSEM - | | MORTICE CONSULTING
“GARDENS www.morticeconsulting.com

outlets i.e. nearest to and furthest from the DHWS plant.

12.25.5 Report to the Client immediately any circumstances in which the measured temperatures

are less than 50 C within a minute of running water.

12.25.6 On a monthly frequency measure and record the temperatures in any water storage tank.

12.25.7 Report to the Service Manager immediately any circumstances in which the cold water

measured temperatures exceed 20 C within two minutes of running water.

12.25.8 On a six-monthly frequency measure and record the temperature of the inceming water

supply to the Affected Property.

12.25.9 Report to the Service Manager immediately any. circumstanees in which the measured

temperatures exceed 20 C.

12.25.10 All dead legs shall be identified and purged on a monthly basis.

12.26 SHOWER HEADS AND SPRAY TAPS

12.26.1 In month.one,of the Contract and at three monthly intervals thereafter clean and chlorinate

all shower heads and spray taps.

12.26.2 < The Contractor shall carry out regular testing of TMVs to ensure they are delivering safe

water temperatures between 39C and 43C

12.27 ANNUAL CHECK

12.27.1 Whetheror not it is a requirement of the agreed written scheme carry out the procedures
described in Section 182 of the Approved Code of Practice and note that these include the
cleaning and sterilisation af all of the water storage tanks together with all hot and cold
water down services pipework and fittings in the Affected Property and the internal

inspection, and'if necessary, the cleaning of the direct gas fired water heaters.

12.28 WATER SAMPLING

12.28.1 Whether or not it is a requirement of the agreed written scheme carry out the

microbiological testing on a quarterly basis as described in Sections 183 to 189 of the
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Approved Code of Practice.

The Client shall also undertake an independent annual audit of the Affected Property water

services and shall liaise with the Contractor regarding any recommendations made therein.

FILTERS

Main air handling panel pre-filters are to be changed every 4 weeks with the main bag

filters changed every 3 weeks or as required by the filter manometer gauges.

GAS FIRED BOILERS

Clean burners, flues and flue-ways, check for obstruction. Re-commission burners in
accordance with manufacturer’s instructions, record flue gas readings and retain in site log

books.

Wire brush, treat and paint any corroded surfaces.

Check all valves, safety valves and controls for correct operation and emergency use.
Check all water connections for leaks.

Ensurée all'boiler plant rooms are maintained free of debris to reduce dirt infiltration in to

boiler burners and flue ways.

Ensure all eondensing boiler drains are free running and free from debris and corrosion.

Alhworks undertaken to the boilersiare to be undertaken by fully GligliflcdiCORGIEdIStered

engineers.

HUMIDIFIERS

All fixed units shall be serviced every 3 months.
All portable units shall be serviced every 4 months.

The humidifier, both steam injection an evaporation, both fixed and portable types are to be

cleaned and serviced strictly in accordance with the manufacturers instructions, with the
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water bottles being replaced before component failure.

All scale and slime shall be removed to prevent component failure from bacteria.

The condensate tray is to be cleared of any debris and sterilised plus the drain is to be

checked and free running.

Any corroded metal sections are to be wire brushed, treated and,painted.

Where the units are supplied with treated water the water treatment and, monitoring is to be

undertaken by a competent person.

The fixed humidifier units and system at the, Study Collection Centre is to be checked
during the scheduled site attendance. In addition the evaporative drum humidifiers and,the
distribution pipework is to be thoroughly cleaned, chlorinated and treated with biocide.

These works are to be carried out at least annually by a specialist contractor.

PERIODIC FIXED WIRE TESTING

The Contractor shall be responsible for planning and undertaking'scheduled periodic

testing oftherentire fixed wiring installations across the Affected Property.

Testing to be in accordance with BS 7671:2008 Requirements for Electrical Installations
17th Edition and as\indicated under SFG20,across all of the Affected Property.

The planned works shall be undertaken so as not to disrupt the day to day operations of the
Client, these being undertaken out of hours where required. Any potential disruption to day
to day services shall be,advised at least 1 month prior to the planned date and agreed with

the Service Manager in advance.

The Contractor shall plan the fixed wiring testing to be scheduled on a basis of completing

20% per year so that the entire installations are tested over a 5-year period.

In addition, the Contractor will carry out annual thermal imagery testing of main intake low

voltage switch boards and agreed (20%) local power and lighting distribution boards.

Any remedial works identified as a result of testing are to be brought to the Service

Manager at the earliest opportunity and included in the Contractor’s monthly reporting.
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PORTABLE APPLIANCE TESTING

The Contractor shall undertake regular Portable Appliance Testing (PAT) at a maximum
interval of 24 months. These shall be more frequent if directed by the Service Manager for

higher risk items.

PAT of 3" party catering equipment under the control of others will'not be in scope and will

be the responsibility of those operating that equipment areas.

Planning and records of the testing shall be.recorded on.the Contractor’s record

management system. This shall include renewal dates.
Testing and certification shall be carried out by a competent person.
All tested equipment shall be labelled with relevant information.

Any remedial works identified as a result of testing are to be broughtto the Service
Manager at the earliest opportunity and included in the_Contractor’s monthly reporting. All

equipment that isyunsafe shall be taken out of operation untibmade safe.

All equipment brought on to the Affected Property by the Contractor shall be accompanied

by PAT test records/and records made available to the Client.

OUT OF HOURS WORKING

The planned works shall be undertaken so as not to disrupt the day to day operations of the
Client, these being undertaken out of hours where required. Any potential disruption to day
to day services|/shall be advised at least 1 month prior to the planned date and agreed with

the Service Manager in advance.

The Contractor is to ensure that there is a facility for out of hours call out for Sub-
Contractors that service and maintain specialist pieces of equipment. The Contractor must

be aware of call out rates for sub-contractors and agree these as part of the procurement
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12.34.3 For all out of hours call-outs the maximum time for attendance is 4 hours.

12.34.4  The Contractor is to create layout sheets of key plant areas with key plant and equipment

highlighted for use by out of hour’s team when responding to emergencies to assist in

meeting the following priority levels

12.34.5 HELPDESK

The Client operate a Helpdesk that covers:multiple services.

Client staff are directed to email maintenance job requests and faults to a
central email address.

A Client estates co-ordinator reviews the requests and assigns them to
the Contractor utilisingsthe following fields;

RequestType: Plumbing, Electrical, Lighting etc.
Location: Area within therAffected Property
Secondary location: Further detail

Status: New, Acknowledged, Awaiting Parts, Complete,
Cancelled

Department: Including sub-departments
Owner: Contractor or Client
Priority: High/Medium/Low

Comment: Additional details

The Contractor shallprovide regular updates on every job to the Client

The Contractor shall define the process for managing helpdesk requests
in the Contractor’s Plan

The Contractor shall provide the Client with information relating to their
management of this element of the Service as part of the regular

reporting!

12.35 KEY PERFORMANCE INDICATORS

12.351 Appendix X details the Contract SLAs and KPIs. This is an outline of expected performance

indicators which, when the Contract is awarded, shall be agreed and formalised between
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the Client and the Contractor.

The agreed SLA’s and KPI's shall be presented to the Client as part of the monthly contract

review process.

Performance against these SLAs and KPls, as certified by the Client on a monthly basis,
will have a direct effect upon the monthly payments payabledo the Contractor as described

in the Contract Data.

Additional SLAs and KPIs may also be agreed between the Contractor and the Client to
monitor performance of the Contractor and sub-contractors, and these can be agreed at
any time during the life of the contract, but are expected to be finalised initially during

Mobilisation.

KPI Categories

i.  General: A single measure shall apply to the Affected Property
i.  Site Specific: Shall be reported individually against.each property

In the case.of site specific Service Levels / KPI's'each of the 5 zanes will be scored
independently, with, any failure to achieve the penalty threshold for any one zone being

taken as a failure for that Service Level /KPI.

Rectification of.SLA/KPI failure

i. » If at any time the Scope is not delivered in accordance with the
Service Levels and.other components of the Scope, the
Contractor shall at the Client’s option and without prejudice to the
Client’s other rights and remedies:

a. Arrange all additional resources necessary to
perform the Scope in accordance with the Service
Levels as soon as possible and at no additional
charge to the Client; and

b. Promptly remedy any default or re-perform any
non-conforming Scope elements at the request of
the Client at no additional charge.

ii.  The Client may by written notice to the Contractor require the
Contractor to remedy the deficiency as soon as reasonably
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practicable in the light of the nature of the Scope and the type of
deficiency.

If any deficiency has not been remedied to the Client’s reasonable
satisfaction within a reasonable period, the Client may notify the
Contractor of such a failure and the Client and Contractor shall
meet as soon as practicable after such notification{a “Rectification
Meeting”).
At the Rectification Meeting, the parties shall‘attempt to agree on
the cause of the deficiency, one or more ways in which the
deficiency could be remedied, and a timetable within which this
will be done. The parties will also agree a suitable date fora follow
up meeting to discuss the Contractor’s progress or otherwiseiin
remedying the deficiency.
If the Contractor fails to meet the required Performance Standard /
KPI in any one month the Client,.can reasonably determine that a
deduction be made.
If at the follow up meeting the Client decides that'the Contractor
has not successfully remedied the deficiency then the Client may
elect to:

a. require the Contractor and the,Client to meet

again to,discuss the deficiency or;

b. reimburse the Client for all associated costs for a 3™ party to
complete the works.

12.35.8 KPIlPerformance Deductions

Each of the Service Levels [[KPI's (Performance Standards) set
out in JAPPEREIX X will be marked on.a “Pass / Fail” basis with the
associated weighted score being achieved or rejected.

The Profit element of the Price as set out in the Price List,
Contractor.Profit shall be adjusted to give the actual profit due to
the Contractor in any month as 1/12™ of the Annual profit.

Performance Score shall be determined by the pass/fail of each
KPI against scoring lower than the Penalty Threshold. The
Performance Score shall be the total accumulated score of all
KPls expressed as a single % score.

Payment to the Contractor shall be reduced by an amount equal

to the deduction stated here against the profit element of the Price
List;
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95% — 100% Nil
85% — 94% 10%
75% — 84% 25%
65% — 74% 50%
0% —64% 100%

v.  Worked Example

If there are a total of 20 s and in that month 5 score lo
than the Penalty Thr: the Contractor shall score 75% i
that month:

15 Passes (75% of total sco
= 75% Performance Score

The % de
be 25% (sé€

If Core Profit

of total score)

ion against the profit tated month shall

The Co
Client the numbers of apprentices employed and the wider skills training provided.

tractor is to take all reasonable steps to employ apprentices and to report to the
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WORKS REQUESTS

The Contractor shall implement their own process for logging all Client works requests

received by telephone, email or other agreed means.

This process to be fully detailed in the Contractor’s Plan, tested anhd demonstrated to the
Client. The process shall be agreed by the Client and operational for the'start of the

contract.

Works requests of any nature are to be acknowledged by the Contractor in line with the

priority schedule below

Each works request is to be allocated afunique reference and the Contractoris to keep the
originator of the service request abreast of actions taken and timescales for resolution,of
the maintenance activity. Logging is to be undertaken by.a process owned and managed by

the Contractor according to local arrangements set out below.

WORKS PRIORITISATION

The Client requires the Contractorto operatecunder aiformal service request system as
aboves The response and fix times faoringidents managed through the service request

system are as follows for core hours:

Attend
Make Safe & Client Can Resume Operations
Permanent Fix

Matters giving rise to an immediate health and safety risk to 120 min 120 min
High staff or the general public or to a major disruption to the 4 hours 4 hours
Affected Property or unacceptable security risk 24 hours 24 hours
. . . 240 min 240 min
Medium Matters that restrict the C|Ielll[ from conducting normal 8 hour 8 hour
opera(lons
48 hours 48 hours
240 min 240 min
Low Matters of a routine nature d not require a fix to ‘make safe' or be impacting on|
4 working days l 4 working days

For all'out of hours High Priority events the Contractor shall attend within 2 hours.

The Client will set the priority level of service requirements, these shall only be revised by

agreement with the Contractor.

The Contractor is to keeps records of all incoming service requirements, the priority level

allocated and the response time achieved. These records are to be made available to the
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Client as part of the monthly management reporting.

DUCTWORK

The Contractor will include the planning of and inspection of the t’s ductwork and Air

Conditioning systems as indicated in CIBSE TM44 and SFG

Any and all ductwork cleaning will be planned and carri Contractor as part of

management system.

Any remedial works identified as a result of
Service Manager at the earliest opportunity an
Client.

The Contractor shall be requ of the Affected Property

ter, containing

as a minimum annually. The Coni produce a fire da

accurate locations, and keep it up to date at 2
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