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THE MINISTER FOR THE CABINET OFFICE ON BEHALF OF THE CROWN
REPRESENTED BY THE GOVERNMENT PROPERTY AGENCY

AND

ISS MEDICLEAN LIMITED
FACILITIES MANAGEMENT MARKETPLACE CONTRACT
REF: RM3830








ORDER FORM AND CALL-OFF SCHEDULES
Part A - Order Form 
Contract Number: C1000403 

From the ("Buyer"):  THE MINISTER FOR THE CABINET OFFICE ON BEHALF OF THE CROWN
REPRESENTED BY THE GOVERNMENT PROPERTY AGENCY

To the ("Supplier")
Name: ISS MEDICLEAN LIMITED
REDACTED TEXT under FOIA Section 40, Personal Information.
This Order Form, when completed and executed by both Parties, forms a Call-Off Contract. Completion and execution of a Call-Off Contract may be achieved using an equivalent document or electronic purchase order system.  The text below should be copied into any electronic order forms.
APPLICABLE FRAMEWORK CONTRACT:
This Order Form is issued in accordance with and subject to the provisions of the Framework Contract with the reference number RM 3830 and dated 10 July 2018 for the provision of facilities management services.

CALL-OFF LOT(S): 
This Call-Off Contract is in relation to the following Lot :

	Lot
	Tick as appropriate
	Supplier accreditations required for the Lot

	1a
	
	ISO 9001, 

	1b
	x
	ISO 9001, ISO 14001

	1c
	
	ISO 9001, ISO 14001, ISO 27001, 



CALL-OFF INCORPORATED TERMS
The following documents shall be incorporated into this Call-Off Contract.  If they conflict, the following order of precedence shall apply:
1. This Order Form, including the Call-Off Schedule 26 Special Terms.
2. Schedule 1 (Definitions)
3. Joint Schedule 11 (Processing Data)
4. Call Off Schedule 4 (Facilities Management)
5. The following Schedules in equal order of precedence: 
Joint Schedule 2 (Variation Form)
Joint Schedule 3 (Insurance Requirements)
Joint Schedule 4 (Commercially Sensitive Information)
Joint Schedule 6 (Key Subcontractors)						 
Joint Schedule 7 (Financial Distress) 							 
Joint Schedule 8 (Guarantee)	
Joint Schedule 10 (Rectification Plan)      							 
Call-Off Schedule 1 (Transparency Reports)
Call-Off Schedule 2 (Staff Transfer)
Call-Off Schedule 2: Part A (Staff Transfer At Start Date – Outsourcing From the Buyer) Call-Off Schedule 2: Part B (Staff Transfer At Start Date – Transfer From Former Supplier)
Call-Off Schedule  2: Part C (No Staff Transfer On Start Date) 			
Call-Off Schedule  2: Part D (Pensions) 						
 - Annex D1 (CSPS) 								 
 - Annex D2 (NHSPS) 							 
 - Annex D3 (LGPS)								 
Call-Off Schedule 2: Part E (Staff Transfer on Exit)
Call-Off Schedule 3 (Continuous Improvement)
Call-Off Schedule 4A (Billable Works and Projects)				    	  
Call-Off Schedule 5 (Call-Off Pricing)						    	  
Call-Off Schedule 6 (TUPE Surcharge)	
Call Off Schedule 23 (Redundancy Surcharge)				   	  
Call-Off Schedule 7 (Key Staff) 							  	  
Call-Off Schedule 8 (Business Continuity and Disaster Recovery)			  	  
Call-Off Schedule 9 (Security)							  	  
Call-Off Schedule 10 (Exit Management) 						  
Call-Off Schedule 11 (Processing Data) 						  
Call-Off Schedule 12 (ICT Services Terms) 						  
Call-Off Schedule 13 (Mobilisation Plan and Testing) 					  
Call-Off Schedule 14 (Key Performance Indicators) 					  
Call-Off Schedule 15 (Contract Management) 						  
Call-Off Schedule 16 (Benchmarking) 						
Call-Off Schedule 19 (Collateral Warranty Agreements) 		
Call-Off Schedule 21 (Performance Bond)						   
Call-Off Schedule 22 (Call Off Tender)						                  
6. The CCS Core Terms (v3.0.2)
7. Joint Schedule 5 (Corporate Social Responsibility).
8. Call-Off Schedule 22 (Call-Off Tender) provided that any parts of the Call-Off Tender which offer a better commercial position for the Buyer (as decided by the Buyer) will take precedence over the documents above.

No other terms whether written on the back of, appended to this Order Form, or presented at the time of delivery shall form part of the Call-Off Contract. 

CALL-OFF SPECIAL TERMS: 
The following Special Terms shall be incorporated into this Call-Off Contract:
Please refer to Call Off Schedule 26 - Special Terms 

CALL-OFF SCHEDULES NOT USED:
Call-Off Schedule 17 (MoD Terms) 							  
Call-Off Schedule 24 (Scottish Law)						   
Call-Off Schedule 25 (Northern Ireland Law)	
Call-Off Schedule 20 (Clustering)
Call-Off Schedule 18 (Concession Agreement) 			   

EFFECTIVE DATE: 

DATE THE CONTRACT PERIOD COMMENCES: 

MOBILISATION PERIOD:                             - 30/09/2023.

START DATE / DATE THE CALL-OFF INITIAL PERIOD COMMENCES / DATE CONTRACT YEAR 1 COMMENCES: 01/10/2023.

DATE CALL-OFF INITIAL PERIOD ENDS) : 30/09/2028.

CALL OFF OPTIONAL EXTENSION PERIOD 1 (start and end dates):  to be 6 or 12 months starting from 01/10/2028 to 30/09/2029.

CALL-OFF OPTIONAL EXTENSION PERIOD 2 (start and end dates): to be 6 or 12 months starting from 01/10/2029 to 30/09/2030.

TOTAL MAXIMUM CONTRACT PERIOD (not to exceed 10 years):                           to 30/09/2030.

CALL-OFF DELIVERABLES: 
	
The following Deliverables shall be provided under this Call-Off Contract:

· Attachment 3 – Specification (and all of its Annexes and Appendices)

[bookmark: _heading=h.1fob9te]

· (and all of its Annexes and Appendices)

[bookmark: _heading=h.30j0zll]REDACTED TEXT under FOIA Section 43 Commercial Interests

The Services and Deliverables that shall be provided under this Call-Off Contract are as described in Attachment 3 - Specification and Annexes and Appendices) and as priced in Call-Off Schedule 5 (Rates and Prices).  

The Supplier acknowledges that the volume of certain Deliverables may be subject to adjustment during the Contract Period and specifically:

closure of existing buildings, opening of new buildings, flex of contractual Deliverables provided in any building.

Any such adjustments shall be recorded in accordance with the Variation Procedure and any impact on the Charges shall be calculated in accordance with the provisions relating to the Charges and the Framework Prices.


DRAWN DOWN DELIVERABLES:


The location of the provision of certain Deliverables is not fixed on the Start Date however the Buyer is aware that the following parameters may apply to its requirements for these Deliverables:

Central
	The locations of the provision of the Deliverables will be within the following description:
	The duration for the provision of these Deliverables will be over the following period:
	The Buyer will provide at least the following amount of notice in order to require the delivery of such Deliverables: 
	Such Deliverables will be drawn down with the following period following the Call Off Start Date:  

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 12/2025 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	27 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 03/2025 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	18 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 09/2025 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	24 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 09/2023 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	3 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be  11/2023 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	3 months




North

	The locations of the provision of the Deliverables will be within the following description:
	The duration for the provision of these Deliverables will be over the following period:
	The Buyer will provide at least the following amount of notice in order to require the delivery of such Deliverables: 
	Such Deliverables will be drawn down with the following period following the Call Off Start Date:  

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 06/2026 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	36 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 06/2026 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	36 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 02/26 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	30 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 05/25 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	18 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 08/24 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	12 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 01/27 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	42 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 01/28 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	54 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 10/2023 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	3 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 08/24 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	12 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 12/23 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	6 months

	REDACTED TEXT under FOIA Section 40, Personal Information.
	Effective Date is anticipated to be 08/23 until DATE CALL-OFF INITIAL PERIOD ENDS
	3 months
	6 months





· The guaranteed minimum volume of these Deliverables will be as follows: 0

· Additional provisions applicable to the provision of such Deliverables: None

· The volume tolerance which will apply to the requirements for these Deliverables will be: 0
[bookmark: _heading=h.gjdgxs]
· The pricing provisions that will apply to the provision of these Deliverables will be: in line with the provisions set out in Call-Off Schedule 5.

The Supplier acknowledges that the volume of certain Deliverables may be subject to adjustment during the Contract Period and specifically:
Addition of new sites as identified in Call Off Schedule 22 Call Off Tender Annex U
Addition and Removal of sites under the circumstances as identified in Call Off Schedule 26 Special Terms

Any such adjustments shall be recorded in accordance with the Variation Procedure and any impact on the Charges shall be calculated in accordance with the provisions relating to the Charges and the Framework Prices.

CALL-OFF CHARGES:

The Charges shall be calculated in accordance with Call-Off Schedule 5 (Call-Off Prices) on the basis of fixed prices and shall be calculated by reference to the fixed price pricing matrix set out below:

[bookmark: _heading=h.30j0zll]REDACTED TEXT under FOIA Section 43 Commercial Interests

The Charges shall not be impacted by any change to the Framework Prices and can only be changed by agreement in writing between the Buyer and the Supplier as a result of:
(i) indexation; 
(ii) Specific Change in Law;
(iii) benchmarking undertaken in accordance with Call-Off Schedule 16 (Benchmarking).
(iv) Call-Off Variation (agreed in writing and signed by both Parties in accordance with clause 24 of Core Terms)

MAXIMUM LIABILITY 

The limitation of liability for this Call-Off Contract (including any Mobilisation Period) is stated in Clause 11.2 of the Core Terms 

ESTIMATED YEAR ONE CONTRACT CHARGES
The Estimated Year One Contract Charges shall be REDACTED TEXT under FOIA Section 43 Commercial Interests.

INDEXATION
The Payment Index that shall be applied in relation to indexation shall be the Consumer Price Index (CPI). Indexation shall apply from 1st October 2024 and shall be applied on every yearly anniversary from this date.
Indexation shall be applied to the Baseline Monthly Payment and the Baseline Monthly Payment and the items listed on the Billable Works worksheet of Call-Off Schedule 5 Annex 2.

PASS THROUGH COSTS

The Supplier shall be entitled to recover the following types of Pass Through Costs in accordance with Call-Off Schedule 5 (Call-Off Prices)  
Pass Through costs to be agreed during Mobilisation Period but will incorporate the following:
· Franking and Courier
·  Newspapers
· Furniture
· Portaloos

MORE FAVOURABLE COMMERCIAL TERMS
· For this framework these will only apply to Pass Through Costs
TUPE OPTION
Option 2 - Further Competition TUPE Risk Premium as per Call-Off Schedule 6 – TUPE Surcharge    

VARIATION THRESHOLD

Not Applicable

TARGET COST

Not Applicable

INCLUSIVE REPAIR THRESHOLD

The Inclusive Repair Thresholds shall be: £0.00

BILLABLE WORKS

The estimated total value range for Billable Works shall be as set out below:
	Tier
	Estimated total value range 

	Tier One Billable Works 
	£0.01 - £5000

	Tier Two Billable Works 
	£5,001 - £25,000

	Tier Three Billable Works 
	£25,000 - £100,000

	Tier Four Billable Works 
	Above £100,000



Please refer to Hard FM Attachment 3 - Annex B –  Standards and Processes, Appendix 3.3 Process Map 3 for flow diagram of Additional Billable Works
The value of Billable Works not requiring approval is: £0.00  
BUSINESS CRITICAL EVENTS
Business Critical Events are as set out in the Specification and as follows: 
Business Critical Events are events which: 
a. would cease or severely impair the Buyer's and/or any of the Buyers Clients/Customers operations unless completed and 
b. any event which pose a high level of risk and/or an immediate health and safety or security risk, and/or 
c. any other event which presents an imminent risk of injury to persons or damage to any Affected Property or a situation requiring immediate action. 
Business Critical Events shall include but may not be limited to:

· Fire
· Flood
· Vandalism
· Power Outage
· Industrial Action
· Civil Unrest
· Pandemic.
· Continuity of Government
· Terrorism Event
· Water Loss
· Act of War


Disaster Period - 1 hour (unless otherwise agreed with the Buyer).
METHOD OF PAYMENT 
BACS

REDACTED TEXT under FOIA Section 40, Personal Information.

BUYER INVOICING ADDRESS: 
[bookmark: _heading=h.3znysh7]All invoices to be delivered electronically to:
REDACTED TEXT under FOIA Section 40, Personal Information.

BUYER AUTHORISED REPRESENTATIVE:
REDACTED TEXT under FOIA Section 40, Personal Information.

BUYER NOTICES
REDACTED TEXT under FOIA Section 40, Personal Information.

BUYER SECURITY POLICY:
Please refer to Annex S Security Policies.


PROGRESS REPORT FREQUENCY:
 Refer to Attachment 3 - Specification for additional reporting requirements that may be required throughout the contract 
During the Mobilisation Period;
The Supplier shall provide a report for the Buyer on a Monthly basis. The format will be specified by the Buyer and agreed with the Supplier;
After the Mobilisation period;
The Supplier shall provide a quarterly report as per the specification - Attachment 3
The Supplier shall provide a reconciliation report to the Buyer within seven (7) calendar days following the end of each quarter.

PROGRESS MEETING FREQUENCY:
During the Mobilisation Period; 
Attend progress meetings in accordance with The Buyer's requirements during the Mobilisation Period (flash meetings weekly and formal Mobilisation review meeting monthly). Mobilisation meetings shall be chaired by The Buyer and all meeting minutes shall be kept and published by The Supplier.
After the Mobilisation Period;
After mobilisation there will be monthly performance meetings and quarterly supply chain meetings.
 
KEY ROLES/STAFF:

· Account Manager - assumes full responsibility for the delivery of the FM Service
· Alliance Manager - assumes full responsibility for the collaborative working across all GPA Regional Supply Chain Partners  
· Operations Manager – works for the Account Manager and takes responsibility for delivering services and  quality performance.
· Health Safety Manager – responsible for the health, safety and welfare of the contractors employees
· Service Delivery Manager – responsible for delivering the service with appropriate governance alignment
· Workplace Experience Coordinator - responsible for managing customer related services at Key buyer sites
· Systems Service Desk (CAFM)  Manager - responsible for ICT and interface with Buyer digital solutions
· Sustainability Manager - Responsible for ensuring Sustainability targets are achieved in line with statutory and contractual requirements 
· Compliance Manager - Responsible for ensuring statutory and contractual compliance.
· Mobilisation Manager - Responsible for ensuring the effective Mobilisation of the Contract

REDACTED TEXT under FOIA Section 40, Personal Information.

KEY SUBCONTRACTORS:
[bookmark: _heading=h.fmkv257v4t7g]
[bookmark: _heading=h.wkvloewuhzdw]REDACTED TEXT under FOIA Section 43 Commercial Interests


COMMERCIALLY SENSITIVE INFORMATION:

As defined in Joint Schedule 4 (Commercially Sensitive Information) 

SERVICE PERIOD:

The Service Period for the purposes of Call-Off Schedule 14 (Key Performance Indicators) shall be one Month.

KPI CREDITS, AT RISK % 

KPI Credits shall accrue in accordance with Call-Off Schedule 14 (Key Performance Indicators).

For the purposes of Call-Off Schedule 14 (Key Performance Indicators): 

(i) the At Risk % shall be: 6 % ; and
(ii) the Earn Back % shall be: 10%

RISK REGISTER: 

The Risk Register will be agreed between the two parties during the Mobilisation Period.

SMALL AND MEDIUM SIZED ENTERPRISES

The percentage of small and medium enterprises which apply in relation to Call-Off Schedule (4) (Facilities Management) is 33 %.

RELEVANT CONVICTIONS:
Please refer to Call Off Schedule 26 Special Terms Special Term 35 (Background Checks)

CONCESSION:

Not Applicable

COLLATERAL WARRANTIES
Call-Off Schedule 19 (Collateral Warranty Agreements) applies in respect of Subcontractors and the Supplier shall procure collateral warranty agreements from any Subcontractors appointed in respect of Billable Works notified to the Supplier by the Buyer in the form at part 2 of that Schedule. The Buyer shall consider the requirement for collateral warranty agreements from Subcontractors on a case-by-case basis having regard to the value and complexity of the sub-contract works and/or design to be carried out by that Subcontractor. For the avoidance of doubt, no Subcontractor warranties are required on or prior to the date of this Call-Off Contract.
PERFORMANCE BOND
If you are awarded a Contract as a result of this competition, you will be required to provide a Performance Bond in accordance with Call Off Schedule 21: Performance Bond, Call Off Schedule 26 - Special Terms - Term 26 - Performance Bond and submit such Performance Bond within the ABI Model Form of Guarantee Bond. The award of any Contract is conditional upon the receipt of a valid and duly executed Performance Bond.

CALL-OFF GUARANTEE
If you are awarded a Contract as a result of this competition, you may be required to provide further Guarantees if the credit rating drops below the applicable Credit Rating Threshold set out in Annex 2 to Joint Schedule 7 - Financial Distress. In such circumstances, the Supplier shall provide to the Buyer a duly executed Call-Off Guarantee in the form set out in Annex 1 to Joint Schedule 8 -Guarantor for the benefit of the Buyer and a certified copy extract of the board minutes and/or resolution of the Call-Off Guarantor approving the execution of the Call-Off Guarantee. 



SOCIAL VALUE COMMITMENT
The Supplier agrees, in providing the Deliverables and performing its obligations under the Call-Off Contract, it will comply with the following social value commitments as were provided for in its Tender and Call-Off Schedule 22.
COUNTERPARTS
 
The Call-Off Contract may be executed in any number of counterparts, each of which when executed shall constitute a duplicate original, but all the counterparts shall together constitute the one agreement.
Transmission of an executed counterpart of this Call-Off Contract (but for the avoidance of doubt not just a signature page) by email (in PDF, JPEG or other agreed format) shall take effect as delivery of an executed counterpart of this Call-Off Contract. If either method of delivery is adopted, without prejudice to the validity of the Call-Off Contract thus made, each Party shall provide the others with the original of such counterpart as soon as reasonably possible thereafter. 
This Call-Off Contract shall be executed  as a deed.
IN WITNESS WHEREOF the Parties hereto have caused this Call-Off Contract to be executed as a Deed and delivered on this date: 

EXECUTED as a deed for and on behalf of ISS Mediclean Limited  REDACTED TEXT under FOIA Section 40, Personal Information.
Signed as a Deed in the presence of:
	For and on behalf of the Supplier:
	For and on behalf of the Supplier:

	Signature:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Signature:
	[bookmark: _heading=h.2et92p0]REDACTED TEXT under FOIA Section 40, Personal Information.

	Name:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Name:
	REDACTED TEXT under FOIA Section 40, Personal Information.

	Role:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Role:
	REDACTED TEXT under FOIA Section 40, Personal Information.

	Date:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Date:
	REDACTED TEXT under FOIA Section 40, Personal Information.



EXECUTED as a deed for and on behalf of the Buyer,   MINISTER FOR THE CABINET OFFICE ("MCO") acting for and on behalf of the Cabinet Office, being part of the Crown, represented by its executive agency the Government Property Agency whose office is at REDACTED TEXT under FOIA Section 40, Personal Information.
Signed as a Deed in the presence of:
	For and on behalf of the Buyer:
	For and on behalf of the Buyer:

	Signature:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Signature:
	REDACTED TEXT under FOIA Section 40, Personal Information.

	Name:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Name:
	REDACTED TEXT under FOIA Section 40, Personal Information.

	Role:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Role:
	REDACTED TEXT under FOIA Section 40, Personal Information.

	Date:
	REDACTED TEXT under FOIA Section 40, Personal Information.
	Date:
	REDACTED TEXT under FOIA Section 40, Personal Information.




Part B

Call-Off Schedules

REDACTED TEXT under FOIA Section 43 Commercial Interests.

Joint Schedules

REDACTED TEXT under FOIA Section 43 Commercial Interests.

Final Clarifications Log here 

REDACTED TEXT under FOIA Section 43 Commercial Interests.

 Price Matrix Commercial Clarification records 

REDACTED TEXT under FOIA Section 43 Commercial Interests.
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1. [bookmark: _heading=h.3dy6vkm]Purpose



1.1 The purpose of this document is to provide Suppliers with full details of the Buyer’s requirements by detailing Deliverables, Standards and supplementary information.



2. [bookmark: _heading=h.1t3h5sf]Background to the opportunity



2.1 About the GPA



1.1 The GPA operates nationally and is managed in 4 regions (South of England, London, Central England and Northern England). The GPA has developed its regional contract structure to ensure sufficient regional service coverage and to optimise best value from the supply market. 



1.2 Suppliers should note that: 



1.2.1 Whilst Soft FM is structured as one region per Lot, for Hard FM Services there will be a single lot covering the 2 regions; South and London.



The Government Property Agency’s (GPA) mission is to: 



‘To create great places to work for civil servants, enabling them to deliver excellent public services, and to feel valued for the brilliant work they do on behalf of the public’ 



At a more specific level, our Vision Statement helps define what we aim to achieve over the coming years. 



By 2030: 



· The GPA is delivering best in class workplace solutions across government 

· The Central Government non-specialist estate is amongst the most efficient, effective and flexible in the world 

· Civil servants are working in fit for purpose accommodation that supports smarter working and promotes productivity. 

· The GPA is championing transformation, providing departments with innovative solutions and expertise that delivers wider business change. 

· Our solutions are commercially best in class, maximising the value from assets, and transferring risk away from departments so they can focus on their core business. 

· The GPA is the place to be for the UK's leading professionals in estates, commercial, project management and beyond. 


The GPA also adheres to the civil service code and expects its partners to demonstrate the same values as set out in the following link; https://www.gov.uk/government/publications/civil-service-code/the-civil-service-code 



About the Contract

[bookmark: _heading=h.bizfk188r3xg]GPAs vision is to replace traditional facilities management with high quality workplace services, placing a higher importance on quality and not just the cost and improving the customer experience. With this in mind we have developed a collaborative and systematic approach to delivery of these services and in turn more appropriately renamed the traditional work packages as shown in the below diagram. 

[bookmark: _heading=h.3tq2rfxmg67a]

[bookmark: _heading=h.ayqibxmkj62w][image: ]

[bookmark: _heading=h.79kmuptbcbj9]

Onboarding New Clients & Hubs Programme

The size of the GPA portfolio continues to grow, through the onboarding of new clients and assets and through the GPA Capital Programme, creating new hubs across the UK. The pace of that growth, specifically the creation of new hubs to support the government’s Places for Growth programme over the next 18 months will continue to increase.

We have a growing responsibility for the government’s general-purpose assets across the UK, which comprise a series of portfolios. Originally our portfolio focused on the office estate; both offices transferred from our clients to us and new hubs, delivered as part of the Government Hubs Programme. As we develop our office portfolio, we will offer varying degrees of flexibility to our clients including public sector co-working space. Our portfolios will widen over time to include government’s warehouse and non-specialist science estates, which are used by multiple departments.

Specialist portfolios, which are the responsibility of a single department, will remain with that department. For example, the military portfolio will remain with the Ministry of Defence and the schools portfolio will remain with the Department for Education.

[image: ]

By 2023, GPA expects to hold approximately half of the government office estate, over 1 million sq m, with the whole office estate transferred by 2025 (over 3 million sq m)

Transfer of the remaining (non-office) portfolios will have started by 2025, growing the scale of our overall holdings. However, this growth will be counterbalanced by better utilisation of space which allows us to release surplus assets.

Government Hubs Programme 

We are continuing to refine our workplace standards to meet client needs and create space to help our clients relocate from London as required. We have opened Birmingham, Platform 21 to 16 clients, and advanced Croydon and Peterborough hubs. We are taking steps towards creating great spaces for our clients by negotiating agreements for leases (AfL) for at least 4 more hubs, including the new Economic Campus for Her Majesty’s Treasury and other Departments. Following this we will be undertaking due diligence for potential further Hub options and will work with our clients to achieve outline business case approvals for at least 4 further hubs.

Whitehall Campus Programme

We plan to reduce client costs by exiting a number of buildings in the Whitehall Campus and create a modern, sustainable working environment for clients by re-fitting London, 3-8 Whitehall Place / 55 Whitehall. We plan to create the spaces our clients need through early work to achieve the outline business cases for 6 further buildings.

Local authorities 

We are working with local authorities to maximise social value and whole government benefits across all Places for Growth strategic locations, helping to deliver best client value in great locations as well as contributing to wider regional regeneration beyond big cities, in line with the Places for Growth thinking around central government office relocation strategies.

Long term strategy – Target Operating Model and Interim Arrangements 

Overview 



The GPA’s long-term strategy has been set out as a demonstration of the GPA’s vision and to illustrate how this Commercial and Procurement Strategy seeks to act as an enabler for the smooth and seamless transition of the GPA from its current state (Current Operating Model (COM)) to the desired interim model (Interim Operating Model (IOM)), and then to GPA Workplace Service Target Operating Model (TOM) at the end of these arrangements, whilst maintaining Customer service levels during the mobilisation and demobilisation of these contacts now and in the future.



The GPA has set its long-term strategy to 2030, the vision of which is to bring “A transformed, shared, sustainable Workplace Services (‘WS’) to OGDs that offers value for money across the government estate, supporting civil servants to work productively in every region of England and nation of the UK.” The Commercial and Procurement Strategy has been developed to support this ambition through the procurement of the Services set out herein, to support the GPA to offer best-in-class Workplace Services underpinned and delivered by the appointed Supply Chain Partners on behalf of the GPA.



Transition from the COM to the IOM



Through the WSTP programme, the existing TFM contracts will be disaggregated into regional Contracts that the supply chain will deliver, managed through a Performance Partner. 



The WSTP Programme will support these aims through the procurement of the Performance Partner and Supply Chain Partner arrangements. This iteration of Contracts will support the GPA to transition from the Current WS Operating Model (COM) to the Interim WS Operating Model (IOM), contributing towards the next phase of the WS Transformation Programme in 2028 by enabling the future transition to the WS Target Operating Model (TOM). 

[bookmark: _heading=h.husvoj6sdapu]

Transition from the IOM to the TOM



During the IOM phase, the GPA will utilise the new provision of the Performance Partner and Supply Chain Partners to increase their awareness of the data generated by the contracts, establish industry standards, methods and procedures and data schemas to generate and utilise seamless data about the GPA estate. This can then be applied on the GPA’s HUB programme, Project Management, Workplace Services, Property Management, Commercial and Data Analytics and Insight functions, to support and meet GPAs Corporate strategic objectives. GPA will use this period to learn the best approach for the GPA as it is currently envisaged that the GPA may begin to transfer some responsibility from the Performance Partner in-house as it grows its own capabilities and resources. Through a phased approach and with the intention to take full or part responsibility from the Performance Partner at the conclusion of the phase 1 WS Transformation Contracts (5 years + up to two years).



The WS Service delivery during the IOM will be reviewed by the GPA and assessed during the life of these Supply Chain Partners Contracts to explore options and determine the preferred TOM to take forward.  



This will inform the transition approach from the IOM to the TOM i.e. existing Supply Chain Partners Contract provisions, change control, payment mechanism and contractual terms may need to be adjusted based on the future TOM.



The precise details of the TOM are presently unknown as the IOM will establish performance outcomes that will be developed through the life of these Supply Chain Partners Contracts using a maturity model to ensure alignment to strategic objectives for the TOM. 



Supply Chain Performance Partner – Conflict of Interest and Conflicts of Interest management Plan

The Supplier shall be aware that the Buyer is currently procuring a Supply Chain Performance Partner as part of the WSTP (RM6168 under Lot 7). The role of the SCPP is to manage data from the Supply Chain Delivery Partners procured through the WSTP competitions (including this procurement). It is therefore expected that there will be scope for conflicts of interest to arise if the same entity acts as the SCPP and a delivery partner.  These conflicts may arise as a result of but not limited to, the following high-level scenarios arising from the specified requirements in the scope for the SCPP:

· receipt and analysis of sensitive personal or financial data from the delivery partner;

· management of data of the delivery partners; and 

· reporting of events that may give rise to a dispute (as above) between delivery partners.

Any Supplier that is participating in the Supply Chain Performance Partner Procurement RM6168 Lot 7 should therefore only participate in this procurement process if they accept the risk that,  should they be successful in both procurements, they may be unable to be appointed to deliver both roles.

The Supplier shall be expected to complete the Conflicts of Interest management plan. The Supplier shall review the Conflicts of Interest management plan on a regular basis and as a minimum once every six (6) Months.

[bookmark: _heading=h.z337ya]Where the Buyer requests in writing any additional reviews (over and above those provided for in whereupon the Supplier shall conduct such reviews in accordance with the Buyer’s written requirements.



3. [bookmark: _heading=h.4d34og8]Specification structure 



3.1 The Specification is made up of the following annexes:



· Annex A – Matrix of Deliverables

· Annex B – Standards and Processes

· Annex C – Key Performance Indicators

· Annex C2 – Key Performance Indicators - Plain English 

· Annex D – Payment Mechanism

· Annex E – Cyber Essentials 

· Annex F – Buyer Mandated B2IM Policy and Guiding Principles 

· Annex G – GPA B2IM Condition Survey and Lifecycle Replacement Policy  

· Annex H – SFG20 GPA Functional Model - Offices 

· Annex I - GPA Fire Safety Management Plan - Sample

· [bookmark: _heading=h.ak699mq0ylb7]Annex J - GPA Regional Supply Chain Partners - Scope of Services All Contracts  

· [bookmark: _heading=h.piswkz3wvi1v]Annex K - Example of Supplier Self Audit Workbook V1

· [bookmark: _heading=h.k1hydbob7vdq]Annex L - GPA Customer Insight Process Map 

· [bookmark: _heading=h.4rry4peq5bzl]Annex M - GPA Workplace Service Statutory Assurance Strategy.

· [bookmark: _heading=h.q7j3ymu4l58e]Annex N - Security Clearance Levels. 

· [bookmark: _heading=h.gl9u2yi1ogc6]Annex O - Government Property Agency (GPA) Digital Platform System Information.

· [bookmark: _heading=h.wp71rmezn15n]Annex P - B2IM Policy Guidance

· [bookmark: _heading=h.25vulifh7j5f]Annex Q Billable Works Project Delivery 

· [bookmark: _heading=h.qu8rud4syvsh]Annex R - B2IM Guide for Handover to FM

· Annex S - Security Policies.

· [bookmark: _heading=h.kdfp7wgpw8wh]Annex T - Sustainability and Net Zero Annex 

· [bookmark: _heading=h.1aa39mf8dsbz]Annex U - Additional Sites 

· [bookmark: _heading=h.vdxl8yyol4wb]Annex V - Latest Greening Government Commitment.

· [bookmark: _heading=h.zih2wnns7go4]Annex W - Historic Building Annex 

· [bookmark: _heading=h.okfrcn7fj7nq]Annex X - Example Service Delivery Plan - Table of Contents 

· [bookmark: _heading=h.hjxo879pf11g]Annex Y - Supplier Self Audit Process Latest Greening Government Commitment.

· [bookmark: _heading=h.xz3y79o5ilyk]Annex Z - Hard FM Social Value Output Schedule 

· [bookmark: _heading=h.fmq7obj8phnp]Annex AA - Indicative Supply Chain Contract Scheduler.

· Annex BB - NOT USED 

· Annex CC - Government Property Agency (GPA) Workplace Services process between the Helpdesk and Regional Supply Chain Partner.

· [bookmark: _heading=h.b23k2fz6dq9z]Annex DD - GPA Health and Safety Management System.

· [bookmark: _heading=h.6o27oi17k6nc]Annex EE - GPA Incident Plan 

· [bookmark: _heading=h.94u6y4dmtlmb]Annex FF – Not Used 

· [bookmark: _heading=h.jzd8bcpkjkuy]Annex GG – Not used 

· Annex HH – Functional Model and Asset Information Management (AIM) Processes

· Annex II Government Workplace Design Guide_V3.0

· [bookmark: _heading=h.qvogomo5oo08]Annex JJ - Not used 

· [bookmark: _heading=h.r13unejd7c2l]Annex KK - Example GPA Asset register data capture sheet

· [bookmark: _heading=h.a7ptzm6cf4vt]Annex LL - Performance Partner Specification 

· [bookmark: _heading=h.4gftb4bht3ju]Annex MM - Example Leesman Indicators

· [bookmark: _heading=h.l341s8lhublz]Annex NN - Carbon Reduction Plan template



4. [bookmark: _heading=h.v07nhwm0g13j]Definitions 



4.1 Terms used in the Specification and annexes that require further definition are capitalised. For definitions of these terms, you should refer to Joint Schedule J1 – Definitions.



5. [bookmark: _heading=h.17dp8vu]Standards



5.1 All the FM Standards and processes that the Supplier had to comply with during the procurement of the Facilities Management Marketplace Framework Agreement (RM3830) are required throughout the duration of this Call-Off Contract, unless we tell you otherwise. Please refer Annex B – Standards and Processes.



6. [bookmark: _heading=h.3rdcrjn]Gainshare	



6.1 Information on gainshare can be found at paragraph 2.12 of Call-Off Schedule 3 – Continuous Improvement.



7. [bookmark: _heading=h.26in1rg]Award



7.1 [bookmark: _heading=h.u9vcm8uar0wo]Upon contract award all relevant sections of this Attachment 3 – Specification will be inserted into the order form (Attachment 4 of this bid pack)





		[bookmark: _heading=h.47lwq22phgu1]Customer Comfort and Safety (Hard FM) Services



		

		

		

		

		



		Document Reference 

		Service Reference 

		Service Description

		Service Details 

		Pricing Rationale 



		Work Package A – Contract Management 



		1

		A:1

		Integration 

		Core Service

		Included within Fixed Fee



		2

		A:2

		Health and Safety 

		Core Service

		Included within Fixed Fee



		3

		A:3

		Management Services 

		Core Service

		Included within Fixed Fee



		4

		A:4

		Service Delivery Plans 

		Core Service

		Included within Fixed Fee



		5

		A:5

		Fire Safety 

		Core Service

		Included within Fixed Fee



		6

		A:6

		Permit to Work 

		Core Service

		[bookmark: _heading=h.2s8eyo1]Included within Fixed Fee



		7

		A:7

		Accessibility Services 

		Core Service

		Included within Fixed Fee



		8

		A:8

		Risk Management 

		Core Service

		Included within Fixed Fee



		9

		A:9

		Customer Satisfaction 

		Core Service

		Included within Fixed Fee



		10

		A:10

		Reporting 

		Core Service

		Included within Fixed Fee



		11

		A:11

		Performance Self-Monitoring 

		Core Service

		Included within Fixed Fee



		12

		A:12

		Business Continuity and Disaster Recovery ("BCDR") Plan 

		Core Service

		Included within Fixed Fee



		13

		A:13

		Quality Management Systems 

		Core Service

		Included within Fixed Fee



		14

		A:14

		Staff and Training 

		Core Service

		Included within Fixed Fee



		15

		A:15

		Selection and Management of Subcontractors 

		Core Service

		Included within Fixed Fee



		16

		A:16

		Property Information Mapping Service ("EPIMS") 

		Core Service

		Included within Fixed Fee



		17

		A:17

		Sustainability 

		Core Service

		Included within Fixed Fee



		18

		A:18

		Social Value 

		Core Service

		Included within Fixed Fee



		Work Package B – Contract Mobilisation 



		19

		B:1

		Contract Mobilisation 

		Core Service 

		Included in Fixed Fee (Y1 Only)



		Work Package C – Maintenance Services 



		20

		 

		Generic Maintenance Requirements 

		Core Service 

		Included within Fixed Fee



		21

		C:1

		Mechanical and Electrical Engineering Maintenance 

		Core Service 

		Included within Fixed Fee



		22

		C:2

		Ventilation and Air Conditioning Systems Maintenance 

		Core Service 

		Included within Fixed Fee



		23

		C:3

		Environmental Cleaning Service 

		Core Service 

		Included within Fixed Fee



		24

		C:4

		Fire Detection and Firefighting Systems Maintenance 

		Core Service 

		Included within Fixed Fee



		25

		C:5

		Lifts, Hoists and Conveyance Systems Maintenance 

		Core Service 

		Included within Fixed Fee



		26

		C:6

		Security, Access and Intruder Systems Maintenance 

		Core Service 

		Included within Fixed Fee



		27

		C:7

		Internal and External Building Fabric Maintenance 

		Core Service 

		Included within Fixed Fee



		28

		C:8

		Reactive Maintenance Services 

		Core Service 

		Billable Works 



		29

		C:9

		Planned/Group Re-Lamping Service 

		Core Service 

		Billable Works 



		30

		C:10

		Automated Barrier Control System Maintenance 

		Core Service 

		Included within Fixed Fee



		31

		C:11

		Building Management System ("BMS") Maintenance 

		Core Service 

		Included within Fixed Fee



		32

		C:12

		Standby Power System Maintenance 

		Core Service 

		Included within Fixed Fee



		33

		C:13

		High Voltage ("HV") and Switchgear Maintenance 

		Core Service 

		Included within Fixed Fee



		34

		C:14

		Catering Equipment Maintenance 

		Core Service 

		Via Sustainable Catering Model  



		35

		C:15

		Audio Visual ("AV") Equipment Maintenance 

		Core Service 

		Included within Fixed Fee



		36

		C:16

		Television Cabling Maintenance 

		Core Service 

		Included within Fixed Fee



		37

		C:17

		Mail Room Equipment Maintenance 

		Core Service 

		Included within Fixed Fee



		38

		C:18

		Office Machinery Servicing and Maintenance 

		Core Service 

		Billable Works



		39

		C:19

		Voice Announcement System Maintenance 

		Core Service 

		Included within Fixed Fee



		40

		C:20

		Locksmith Services

		Core Service 

		Billable Works 



		41

		C:21

		Airport and Aerodrome Maintenance Services

		No Service Required 

		Not Applicable 



		42

		C:22

		Specialist Maintenance Services 

		Core Service 

		Included within Fixed Fee



		Work Package D – Horticultural Services



		43

		D:1

		Grounds Maintenance Services 

		No Service Required 

		Not Applicable 



		44

		D:2

		Tree Surgery (Arboriculture) 

		No Service Required 

		Not Applicable 



		45

		D:3

		Professional Snow and Ice Clearance 

		No Service Required 

		Not Applicable 



		46

		D:4

		Reservoirs, Ponds, River Walls and Water Features Maintenance 

		No Service Required 

		Not Applicable 



		47

		D:5

		Internal Planting 

		No Service Required 

		Not Applicable 



		48

		D:6

		Cut Flowers and Christmas Trees 

		No Service Required 

		Not Applicable 



		Work Package E - Statutory Obligations Services



		49

		 

		Generic Statutory Obligations and Requirements

		Core Service 

		Included within Fixed Fee



		50

		E:1

		Asbestos Management 

		Core Service 

		Included within Fixed Fee



		51

		E:2

		Water Hygiene Maintenance 

		Core Service 

		Included within Fixed Fee



		52

		E:3

		Statutory Inspections 

		Core Service 

		Included within Fixed Fee



		53

		E:4

		Portable Appliance Testing (PAT) 

		Core Service 

		Included within Fixed Fee



		54

		E:5

		Compliance Plans, Specialist Surveys and Audits 

		Core Service 

		Included within Fixed Fee



		55

		E:6

		Condition Surveys 

		Core Service 

		Included within Fixed Fee



		56

		E:7

		Electrical Testing 

		Core Service 

		Included within Fixed Fee



		57

		E:8

		Fire Risk Assessments 

		Core Service 

		

Included in Fixed Fee 



		58

		E:9

		Building Information Modelling ("BIM"), Government Soft Landings ("GSL") and Better Buildings Information Management (B2IM) 

		Core Service 

		Included within Fixed Fee



		

		Work Package F – Catering Services



		

		59

		 

		Generic Catering Requirements 

		No Service Required 

		Not Applicable 



		

		60

		F:1

		Chilled Potable Water 

		No Service Required 

		Not Applicable 



		

		61

		F:2

		Retail Services/Convenience Store 

		No Service Required 

		Not Applicable 



		

		62

		F:3

		Deli / Coffee Services 

		No Service Required 

		Not Applicable 



		

		63

		F:4

		Events and Functions 

		No Service Required 

		Not Applicable 



		

		64

		F:5

		Full Service Restaurant 

		No Service Required 

		Not Applicable 



		

		65

		F:6

		Hospitality and Meetings 

		No Service Required 

		Not Applicable 



		

		66

		F:7

		Outside Catering 

		No Service Required 

		Not Applicable 



		

		67

		F:8

		Trolley Services 

		No Service Required 

		Not Applicable 



		

		68

		F:9

		Vending Services (Food & Beverages) 

		No Service Required 

		Not Applicable 



		

		69

		F:10

		Residential Catering Services 

		No Service Required 

		Not Applicable 



		

		Work Package G – Cleaning Services



		

		70

		 

		General Cleaning Requirements

		No Service Required 

		Not Applicable 



		

		71

		G:1

		Routine Cleaning 

		No Service Required 

		Not Applicable 



		

		72

		G:2

		Cleaning of Integral Barrier Mats 

		No Service Required 

		Not Applicable 



		

		73

		G:3

		Mobile Cleaning Services 

		No Service Required 

		Not Applicable 



		

		74

		G:4

		Deep (Periodic) Cleaning

		No Service Required 

		Not Applicable 



		

		75

		G:5

		Cleaning of External Areas 

		No Service Required 

		Not Applicable 



		

		76

		G:6

		Window Cleaning (Internal) 

		No Service Required 

		Not Applicable 



		

		77

		G:7

		Window Cleaning (External) 

		No Service Required 

		Not Applicable 



		

		78

		G:8

		Cleaning of Communications and Equipment Rooms 

		No Service Required 

		Not Applicable 



		

		79

		G:9

		Reactive Cleaning (Outside Cleaning Operational Hours) 

		No Service Required 

		Not Applicable 



		

		80

		G:10

		Housekeeping 

		No Service Required 

		Not Applicable 



		

		81

		G:11

		IT Equipment Cleaning 

		No Service Required 

		Not Applicable 



		

		82

		G:12

		Specialist Cleaning 

		No Service Required 

		Not Applicable 



		

		83

		G:13

		Cleaning of Curtains and Window Blinds 

		No Service Required 

		Not Applicable 



		

		84

		G:14

		Medical and Clinical Cleaning 

		No Service Required 

		Not Applicable 



		

		85

		G:15

		Pest Control Services 

		No Service Required 

		Not Applicable 



		

		86

		G:16

		Linen and Laundry Services 

		No Service Required 

		Not Applicable 



		

		Work Package H – Workplace FM Services



		

		87

		H:1

		Mail Services 

		No Service Required 

		Not Applicable 



		

		88

		H:2

		Internal Messenger Service 

		No Service Required 

		Not Applicable 



		

		89

		H:3

		Courier Booking and External Distribution 

		No Service Required 

		Not Applicable 



		

		90

		H:4

		Handyperson Services 

		Core Service 

		Included within Fixed Fee



		

		91

		H:5

		Move and Space Management (internal moves) 

		No Service Required 

		Not Applicable 



		

		92

		H:6

		Porterage 

		No Service Required 

		Not Applicable 



		

		93

		H:7

		Clocks 

		No Service Required 

		Not Applicable 



		

		94

		H:8

		Signage 

		No Service Required 

		Not Applicable 



		

		95

		H:9

		Archiving (on-site) 

		No Service Required 

		Not Applicable 



		

		96

		H:10

		Furniture Management 

		No Service Required 

		Not Applicable 



		

		97

		H:11

		Space Management 

		No Service Required 

		Not Applicable 



		

		98

		H:12

		Cable Management 

		Core Service 

		Billable Works



		

		99

		H:13

		Reprographics Service 

		No Service Required 

		Not Applicable 



		

		100

		H:14

		Stores Management 

		No Service Required 

		Not Applicable 



		

		101

		H:15

		Portable Washroom Solutions 

		No Service Required 

		Not Applicable 



		

		102

		H:16

		Administrative Support Services 

		No Service Required 

		Not Applicable 



		

		Work Package I – Reception Services



		

		103

		I:1

		Reception Service 

		No Service Required 

		Not Applicable 



		

		104

		I:2

		Taxi Booking Service 

		No Service Required 

		Not Applicable 



		

		105

		I:3

		Car Park Management Service 

		No Service Required 

		Not Applicable 



		

		106

		I:4

		Voice Announcement System Operation 

		No Service Required 

		Not Applicable 



		

		Work Package J – Security Services 



		

		107

		J:1

		Security Guarding Service 

		No Service Required 

		Not Applicable 



		

		108

		J:2

		CCTV / Alarm Monitoring 

		No Service Required 

		Not Applicable 



		

		109

		J:3

		Control of Access and Security Passes 

		No Service Required 

		Not Applicable 



		

		110

		J:4

		Emergency Response 

		No Service Required 

		Not Applicable 



		

		111

		J:5

		Patrols (Fixed or Static Guarding)

		No Service Required 

		Not Applicable 



		

		112

		J:6

		Management of Visitors and Passes 

		No Service Required 

		Not Applicable 



		

		113

		J:7

		Reactive Guarding 

		No Service Required 

		Not Applicable 



		

		114

		J:8

		Additional Security Services 

		No Service Required 

		Not Applicable 



		

		115

		J:9

		Enhanced Security Requirements 

		No Service Required 

		Not Applicable 



		

		116

		J:10

		Key Holding 

		No Service Required 

		Not Applicable 



		

		117

		J:11

		Lock-Up / Open-Up of Buyer Premises 

		No Service Required 

		Not Applicable 



		

		118

		J:12

		Patrols (Mobile via a Specific Visiting Vehicle) 

		No Service Required 

		Not Applicable 



		

		Work Package K – Waste Services



		

		119

		 

		General Requirements 

		No Service Required 

		Not Applicable 



		

		120

		K:1

		Classified Waste 

		No Service Required 

		Not Applicable 



		

		121

		K:2

		General Waste 

		No Service Required 

		Not Applicable 



		

		122

		K:3

		Recycled Waste 

		No Service Required 

		Not Applicable 



		

		123

		K:4

		Hazardous Waste 

		No Service Required 

		Not Applicable 



		

		124

		K:5

		Clinical Waste 

		No Service Required 

		Not Applicable 



		

		125

		K:6

		Medical Waste 

		No Service Required 

		Not Applicable 



		

		126

		K:7

		Feminine Hygiene Waste 

		No Service Required 

		Not Applicable 



		

		Work Package L – Miscellaneous FM Services 



		

		127

		L:1

		Childcare Facility 

		No Service Required 

		Not Applicable 



		

		128

		L:2

		Sports and Leisure 

		No Service Required 

		Not Applicable 



		

		129

		L:3

		Driver and Vehicle Service 

		No Service Required 

		Not Applicable 



		

		130

		L:4

		First Aid and Medical Service 

		No Service Required 

		Not Applicable 



		

		131

		L:5

		Flag Flying Service 

		No Service Required 

		Not Applicable 



		

		132

		L:6

		Journal, Magazine and Newspaper Supply 

		No Service Required 

		Not Applicable 



		

		133

		L:7

		Hairdressing Services 

		No Service Required 

		Not Applicable 



		

		134

		L:8

		Footwear Cobbling Services 

		No Service Required 

		Not Applicable 



		

		135

		L:9

		Provision of Chaplaincy Support Services 

		No Service Required 

		Not Applicable 



		

		136

		L:10

		Housing and Residential Accommodation Management 

		No Service Required 

		Not Applicable 



		

		137

		L:11

		Training Establishment Management and Booking Service 

		No Service Required 

		Not Applicable 



		

		 Work Package M – CAFM / Systems Service Desk 



		

		138

		M:1

		CAFM / System Service Desk 

		Core Service 

		Included in Fixed Fee 



		

		Work Package N – Helpdesk Services 



		

		139

		N:1

		Helpdesk Services 

		No Service Required 

		Not Applicable 



		

		Work Package O – Management of Billable Works 



		

		140

		O:1

		Management of Billable Works; Small Works, Projects and Reactive Maintenance Works

		Core Service 

		Billable Works 







Work Package A – Contract Management

1	Service A:1 - Integration

1.1	Service A:1 – Integration is a Core Service. 

1.2.	Standard SA1 shall apply to this Service. 

1.3.	The Supplier shall provide integrated Services ensuring seamless and coordinated Delivery and effective synergies with the Buyer’s other Suppliers at all times. The Supplier shall take advantage of synergies between the different Services and the benefits that integration will bring.

1.4.	The Supplier shall deliver the Services in conjunction with the Buyer and the Buyer’s Performance Partner and third-party appointed suppliers to ensure compliance with all statutory obligations and legislation.

1.5.	The Supplier shall be aware that Services shall be delivered across all Buyer Premises as highlighted within Attachment 3 Annex A Deliverables Matrix for each Lot. It is intended that the Supplier and the Buyer shall adopt a partnering approach to optimise the delivery of the Services to best meet the Buyer’s requirements and needs of the Building Users across the Region and at each individual Buyer Premise.

1.6.	The Supplier will work collaboratively with the Buyer to promote excellence and innovation and enhance the reputation of the Buyer amongst key stakeholders across Government and within local communities.

1.7.	The Supplier shall at each Buyer Premises and across the Region:

1.7.1.	Focus on cross/multi-skilling of Supplier Staff to allow for efficiencies when delivering the required Services;  

1.7.2.	Share more efficient ways of working with the Buyer that will ensure better working practices in delivering the Services;

1.7.3.	Work collaboratively with the Buyer and identify opportunities in relation to delivering the Services;

1.7.4.	Procure billable works Services only with the sanction of the Buyer and shall use pan-Government Frameworks approved by the Buyer wherever possible. The Supplier shall be invited to review the use of such contracts and make proposals for alternative procurement routes if these can be demonstrated to provide greater value for money for the Buyer; and

1.7.5.	Be alert and maximise the benefits of smarter working with the Buyer. The Supplier shall provide the most advantageous options in relation to the deployment of Supplier Staff in order to deliver the required Services in the most efficient, cost effective and sensible manner.

1.8.	The Supplier shall produce at the start of each Contract Year a Continuous Improvement Plan. The Supplier shall work collaboratively with the Buyer when establishing their operational delivery plan and Continuous Improvement Plan and shall focus on the use of innovative technology, data and analytics to develop, maintain and improve the workplace experience and value-for-money for the Buyer. These initiatives shall include:

1.8.1.	Use of intelligent systems to aid with the Delivery of smarter working solutions;  

1.8.2.	Use of digital technology to reduce or remove the use of paper and/or single-use plastics;  

1.8.2.	Use of hand-held digitally enabled devices (e.g. PDA, Tablet, smart phones etc.) when delivering self-audit and inspection Services, accident investigation and customer satisfaction processes to ensure synergy with the Buyer’s Digital Platform; and 

1.8.3.	Use of new technology, to include CCTV, movement / occupancy sensors, drones and robotic solutions, to support the Delivery of Services where appropriate.

1.9.	The Supplier shall note that the use of digitally enabled solutions for the delivery and management of PPM Services that link to the Buyer’s Digital Platform are a mandatory requirement on this Contract.

1.10.	The Supplier shall ensure that all opportunities identified that have the potential to deliver performance, economic and social value improvements are presented to the Buyer for consideration.  

1.11.	The Supplier shall ensure that the initiatives agreed with the Buyer are:

[bookmark: _heading=h.1ksv4uv]1.11.1.	Captured within the Service Delivery Plan ("SDP"), as defined within Section 1 – Standards and Processes of Annex B to this Attachment 3;

1.11.2.	Recorded within the digital platform; and

1.11.3.	Reported upon as part of the agreed contract reporting regime.

1.12.	At Regional and at individual Premises level the Supplier shall also be required to work in collaboration with the Buyer in order to promote and support the seamless delivery of all of the Buyer’s Hard FM, Soft FM and Security Service requirements. 

1.13.	In addition to this, the Supplier shall be required to work strategically with other Buyer appointed FM and Security Service providers delivering Services on other Buyer Contracts to apply best practice and innovation across the Buyer’s wider property portfolio. The Supplier shall be required to adopt this ethos and support the Buyer in this objective at all times during the Contract. Further details of this requirement will be provided by the Buyer during the Mobilisation Period.

1.14.	The aim shall at all times be to enable the delivery of a consistent and best-in-class service across the Buyer’s wider property portfolio. To support this aim, the Supplier shall:

1.14.1.	Share challenges, successes, lessons learned and examples of best practice and innovation from this Contract; and

1.14.2.	Share their experience of the wider FM market; and

1.14.3.	Attend and contribute to the Buyer’s Best Practice Forums to help achieve the best-in-class aims and objectives; and

1.14.4.	Actively contribute to the development of a Joint Relationship Management Plan as set out in ISO44001.

2	Service A:2 - Health and Safety

2.1.	Service A:2 – Health and Safety is a Core Service. 

2.2.	Standard SA2 shall apply to this Service. 

2.3.	The Supplier shall prepare and as appropriate, revise a written safety policy statement.  This safety policy must be signed by the Supplier Managing Director or appropriate senior manager.

2.4.	The Supplier shall ensure:

2.4.1.	Their safety policy statement aligns with the requirements of the Buyer and that throughout the Contract period, they have suitable organisation and arrangements in place to implement their safety policy;

2.4.2.	The safety policy and safety management plan shall be readily available and accessible to all their employees and anyone, including the Buyer, who may require sight of it; 

2.4.3.	Details of their Safety Management shall be reviewed and revised accordingly to take account of legislation and other factors that may affect its effectiveness; and 

2.4.4.	They have an appropriate number of first aid trained staff deployed to successfully meet their own Health and Safety (H&S) requirements and to support the Buyer’s H&S Services in accordance with the Health and Safety (First Aid Regulations) 1981.

2.5.	If required, the Supplier shall provide a professional advice service on all matters relating to the Health and Safety at Work Act 1974 and any subsequent re-enactments.

2.6.	The Services may be requested by mutual agreement between the Buyer and the Supplier and shall be limited to the Buyer Premises and FM issues.

2.7.	The Supplier shall notify the Buyer in writing of any potential implications of not implementing the recommendations of any advice given.

2.8.	The Supplier shall provide a single point of contact for professional advice pertaining to Health and Safety matters, as they relate to the Delivery of the Services and management at each Buyer Premises. They shall be aware of the appropriate Buyer contact point for the onward transmission of enquiries relating to Health and Safety matters and direct communication via this individual. 

2.9.	The Supplier shall provide ad-hoc Health and Safety advice in relation to the Services being delivered within one (1) Working Day of request. The Supplier shall as far as practical ensure, through constant interaction with the Buyer, that a holistic Good Industry Practice approach is taken to the execution of good Health and Safety management and legal compliance. Furthermore, the supplier shall be required to cooperate fully with the Buyer and any other relevant parties and co-ordinate on matters of health and safety in accordance with The Management of Health and Safety at Work Regulations.

2.10.	The Supplier is required to provide a Health and Safety expert who is either a member of the Institution of Occupational Safety and Health ("IOSH") or hold an equivalent qualification that is issued by a recognised organisation.  

2.11.	The Supplier shall be responsible for recording and investigating all accidents, incidents, dangerous occurrences and near misses involving their staff, to include Sub-Contracted third-party staff delivering FM Services on their behalf, and shall issue a written report which shall include recommendations to prevent any repeat to the Buyer.

2.12.	The Supplier shall be responsible for ensuring that all RIDDOR related incidents arising as a result of performing the Services and involving Supplier Staff are reported in accordance with HSE legislation and shall ensure the Buyer is notified immediately in writing. The Supplier shall record and report RIDDOR related incidents in a format which is consistent with the Buyer’s internal reporting systems to provide consistency of reporting data.

2.13.	The Supplier shall provide suitable hazard signage during its operations for the purposes of safely delivering the Services.

2.14.	The Supplier shall also, in conjunction with the Buyer, be responsible for the publication of all Health & Safety notices for Building Users where this relates to the Services and all other statutory signage in the Buyer Premises throughout the Contract Period.  The Supplier shall bear the cost of any signage required by Supplier in order to fulfil its responsibilities under Work Package A:2 (Health and Safety).  Any additional signage that may be required under Work Package A:2 (Health and Safety) shall be managed via Call-Off Schedule 4A – Billable Works and Projects or the Contract Variation process

2.15.	The Supplier shall demonstrate through the delivery of the Services that the management of Supplier Staff is exemplar in terms of Health & Safety Good Industry Practice.

2.16.	The Supplier shall be required to report to the Buyer monthly and conduct an annual review of all Health & Safety matters in a format agreed with the Buyer/ Performance Partner. This reporting shall include but not be limited to: accident statistics, trend analysis, general H&S performance, matters outstanding, recommended works programmes, exception reporting and for issuing formal minutes of the annual review, within one week of it taking place. The Supplier shall attend the Buyer’s Health & Safety meetings as required.

2.17.	The Buyer is delegating significant authority to the Supplier for their professional Health & Safety expertise, and it shall remain the Supplier’s responsibility to guarantee the professional expertise of all Supplier Staff employed in the delivery of the Services, providing additional training as necessary. The Supplier shall demonstrate this capability throughout the Contract Period.

2.18.	The Supplier shall take practicable steps to support The Buyer with ensuring that all Buyer Premises comply with Health and Safety legislation and any other statutory obligations at all times. The Supplier shall advise the Buyer on any areas which appear not to comply with legislation.

2.19.	The Supplier shall be responsible for updating workplace risk assessments as necessary to their own areas of work and activities. The Supplier shall allow the Buyer immediate access to these documents. In respect of the Buyer’s personnel, the Supplier shall work in close co-operation with the Buyer to remain compliant with personal data protection issues in relation to information held. 

3	Service A:3 – Management Services

3.1.	Service A:3 – Management Services are a Core Service. 

3.2.	Standard SA3 shall apply to this Service. 

3.3.	The Supplier shall: 

3.3.1.	Be responsible for ensuring a change management plan is in place which shall be developed and agreed with the Buyer at the Contract mobilisation phase;

3.3.2.	Ensure that they have processes in place to attract, recruit and retain appropriately skilled and experienced Supplier Staff for the duration of the Contract. The Supplier Staff shall be security cleared to levels stipulated by the Buyer and as captured in the service matrix requirements documents. These levels will reflect both GPA security policy and client operational requirements. Details of the professional qualifications and accreditation required will similarly be defined by the Buyer; 

3.3.3.	Develop and maintain appropriate management and staffing levels for the supply of the Services as documented in the SDP within the FM Service Standards, and in accordance with the following requirement 

3.3.3.1.	The Contract will require appropriate contract management resources supported by supervisory staff as required to ensure that the Contract is appropriately managed at Region and individual Buyer Premises level. The importance of the supervisory role at the individual Buyer Premises level is not to be underestimated and the Buyer requires that the Supplier is adequately resourced to allow for the continuous review and monitoring of service quality and standards such that any deterioration in service standards, or issues arising which have the potential to impact upon Building Users, are swiftly detected and rectified by the Supplier, ideally before these issues are notified by Building Users. The Supplier is therefore required to adopt a proactive approach in this regard to maintain a high-quality environment within the Buyer Premises at all times.

3.3.3.2.	The proposed organisational structure, management levels, resource allocation and shift patterns to support the Services should be fully transparent. All resources must be inducted, trained and where possible multi-skilled to maximise their flexibility to meet operational requirements.

3.3.3.3.	The Supplier will nominate a representative, as the single point of contact for the Services, known as the Contract Manager within this Schedule, who will provide regular contact with the Buyer. The Contract Manager shall be the primary contact for the Buyer.

3.3.3.4.	The Contract Manager shall be responsible for all administrative and managerial matters relating to the Contract and the Supplier Staff, including Subcontractors, employed on the Contract.

3.3.3.5.	To support the Buyer’s requirement for succession planning the Supplier shall provide the Buyer with a Curriculum Vitae (CV) of the proposed Contract Manager or other Senior Management Staff dedicated to the contract during the Mobilisation Period. Similarly, if in any instance during the Contract Period, the position of the Contract Manager or other Senior Management Staff becomes vacant, the Supplier shall again provide the Buyer with a CV of the proposed candidate for their Approval. The Buyer reserves the right to decide whether or not the proposed candidate should be interviewed and also reserves the right to interview the proposed candidate prior to an Approval. The supplier shall no less than quarterly provide a list of vacancies and recruitment to the Buyer. This period may be escalated should vacancies remain unfilled.

3.3.3.6.	The Contract Manager is a Key Role as defined in Call off Schedule 7 and therefore must:

3.3.3.6.1.	Be educated to degree level or equivalent in Facilities Management (FM), Property Management, Building Maintenance, Environmental Management and/or Sustainability Management;

3.3.3.6.2.	Be a Chartered Member of the Institution of Occupational Safety and Health; (CMIOSH) or hold an equivalent qualification issued by a recognised organisation;

3.3.3.6.3.	Be a Certified Member of the Institute of Workplace and Facilities Management (CIWFM) or hold an equivalent qualification issued by a recognised organisation;

3.3.3.6.4.	Have a qualification or experience in Managing Equality, Diversity & Inclusion; 

3.3.3.6.5.	Have demonstrable experience within a Facilities Management and/or Property Management environment with a detailed understanding of Good Industry Practice; Quality Management Systems; Integrated Workplace delivery and Health & Safety principles

3.3.3.6.6.	Have a proven track record of financial and team management;

3.3.3.6.7.	Have the necessary experience and proven track record in the contribution to service delivery across a regional and diverse property portfolio containing high profile premises and clients;

3.3.3.6.8.	Have a ‘can do’ attitude and embraces a collaborative service delivery ethos with a working knowledge of the principles of ISO 44001;

3.3.3.6.9.	Have strong communication written and verbal skills, including negotiation and conflict resolution; 

3.3.3.6.10.	Have experience of using CAFM, IWMS and Digital Platforms; 

3.3.3.6.11.	Have strong ICT, written and oral communication skills; and  

3.3.3.6.12.	Have (or be in the process of obtaining) SC (Security Check) security clearance.

3.3.3.7.	The Suppliers Contract Manager will meet on a weekly basis during the mobilisation period with the Buyer’s Performance Partner and other regional supply chain partners and then on a quarterly basis during the Contract. During these forums, the chair will rotate between each Supplier after the mobilisation period. During the mobilisation period the Buyer will chair the meetings. These meetings shall be the forum for the Suppliers to exploit the benefits of collaboration; and

3.3.3.8.	The Supplier shall provide all other necessary management and administrative support and resources to enable the Contract Manager to fully meet the management, reporting and administrative requirements of the Contract. The supplier Service Delivery Plans must detail the adjacent support mechanism within the supplier organisation.

3.3.3.9.	The supplier shall ensure that Service Delivery Plans detail the adjacent support mechanism within the supplier organisation.

3.3.3.10.	Be an effective problem solver, with strong leadership skills, have excellent pro-active organisational, project management and PC skills;

3.3.4.	Develop and maintain appropriate working practices, policies, procedures and methods to ensure that the Services are supplied in accordance within Section 1 – Standards and Processes of Annex B to this Attachment 3. The Supplier shall follow such FM Standards at all times.

3.3.5.	Review all method statements and risk assessments, including those from any Supplier appointed subcontractors / third-party suppliers prior to the start of any FM related activities to ensure:

3.3.5.1.	The works processes and control measures are compliant with all Health and Safety and Buyer requirements (e.g. the permit-to-work and authority-to-work processes);  

3.3.5.2.	All Supplier Staff engaged in the work possess the relevant skills, qualifications and accreditations to undertake the works; and 

3.3.5.3.	All health and safety data (e.g. risk assessments, permit to work documentation) is recorded on the Digital Platform for audit purposes.  

3.3.6.	The Supplier shall prepare and maintain a Security Management Plan in relation to Services at each Buyer Premises throughout the duration of the Contract, with particular regard to the Baseline Security Requirements contained in Schedule 9 Annex 1. 

3.3.7.	The Supplier shall comply with all of the Buyer’s procedures and Policies and procedures on Security and act upon the instructions of the Buyer should there be a change in the threat assessment. The current 5 levels of threat (Response Levels) are: 

3.3.7.1.	low - an attack is unlikely;

3.3.7.2.	moderate - an attack is possible but not likely;

3.3.7.3.	substantial - an attack is a strong possibility;

3.3.7.4.	severe - an attack is highly likely; and

3.3.7.5.	critical - an attack is expected imminently. (Re

3.3.8.	The Supplier shall ensure: 

3.3.8.1.	Ensure that all Supplier Staff adopt and follow all security contingency plans as directed by the Buyer in the event of a 

3.3.9.	Ensure that all Supplier Staff adopt and follow all security contingency plans as directed by the Buyer in the event of a security alert or incident;

3.3.10.	Be responsible for ensuring all Supplier staff are provided with the necessary training in relation to their responsibilities and activities when changes in security status occur;

3.3.11.	Be aware that the implementation of these enhanced measures may require all Supplier, Sub Contractor and supply chain staff to vacate an Affected Property as directed by the Buyer;

3.3.12.	The Supplier shall ensure that all Supplier Staff, including Subcontractors, employed or engaged in the provision of FM Services have the appropriate security clearance as defined by the buyer. It is the Supplier's responsibility to ensure whether or not the level of clearance will be sufficient for access. This will form part of the Supplier’s self-audit process. Details of the security clearance requirements for Supplier Staff are included at Annex N - Security Clearance Requirements. The Supplier shall: 

3.3.12.1.	Ensure that all Supplier Staff engaged in the provision of the Services (including Subcontractors employed or engaged in the provision of the Services) have been vetted and have the required clearances in place prior to commencing work at the Buyer Premises; 

3.3.12.2.	Be aware that where instructed by the Buyer, enhanced levels of security clearance may be required. Where this is the case, the Buyer will inform the Supplier in advance and agree timeframes; and

3.3.12.3.	Maintain full and accurate records of required security checks such that the Buyer may verify that the Supplier has carried out such checks correctly. The Supplier shall make these records available to the Buyer in full upon request. The Supplier shall maintain an up to date and accurate list of vetted Supplier Staff via the digital platform; and  

3.3.12.4.	Ensure contract resilience and ensure that no break in the provision of Services occurs, the Supplier must have available a pool of staff, who possess the required security clearance for this Contract and familiar with the Buyer Premises, that can be drawn upon in case of need. Supplier Staff shall receive site awareness training for the Buyer Premises and specialist areas and shall be made familiar with all site Health & Safety, security and operational procedures.

3.3.13.	Unless prior approval has been received from the Buyer the Supplier shall be responsible for meeting the costs associated with security clearances for Supplier Staff and subcontractors;

3.3.14.	Unless prior approval has been received from the Buyer the Supplier shall be      responsible for the provision of security cleared escort services and shall meet all associated costs as required for works undertaken by the Supplier on in-scope Services; and 

3.3.15.	Recognise that some of the Buyer’s data is protectively marked and may contain potentially sensitive information and shall ensure that management systems are in place to maintain the security of the Buyer’s data. 

3.4.	The Suppliers staff, to include all sub-contracted and supply chain staff, shall cooperate with and assist the Buyer with the implementation of all enhanced security-related measures required in the event that enhanced security measures be required in response to increased threat assessment and / or level of alert.

3.5.	Where required, and at its own cost, the Supplier shall provide, maintain and repair any furniture, furnishings, special fittings, office equipment and training equipment for Supplier Staff located at Buyer Premises as necessary to provide the Service. The Supplier shall also provide Supplier Staff with all consumables, equipment and materials necessary to deliver the Service. The Supplier shall:

3.5.1.	Maintain suitable stocks of all consumables, materials and equipment, via a robust stock control system, with contingency arrangements in the event of a potential shortage. Stock list must be detailed in the Supplier's Service Delivery Plan

3.5.2.	Be responsible for producing written schemes of examination, insurance inspections, insurance cover, planned and reactive maintenance, training, licensing and running costs associated with Supplier provided equipment necessary to perform the Services (e.g. ladders, hoists, power tools, lifting equipment, testing and calibration equipment. The Supplier shall ensure all Supplier provided equipment is fit-for-purpose and kept in a clean, secure and serviceable condition at all times. For the avoidance of doubt any equipment purchased by the Buyer for the purpose of fulfilling this contract shall remain the property of the buyer and handed over at the end of the contract to the Buyer.

3.5.3.	The Supplier shall comply fully with regulations in respect of materials used and stored at the Buyer Premises. The Supplier shall be responsible for the security of all storage accommodation and compliance with any associated COSHH, Health and Safety and fire safety regulations. The Supplier shall provide to the Buyer on request data/information and COSHH assessment sheets for equipment, materials and consumables agreed for use at the Buyer Premises. 

3.5.4.	The Supplier will be responsible for managing their own deliveries in accordance with local requirements, restrictions and transport risk assessments. All Supplier vehicles attending the Buyer Premises, including delivery vehicles:

3.5.4.1.	Must ensure that transport carbon emissions are minimised by optimising collections and ensuring that transportation schedules are planned to reduce carbon emissions and/or through the use of well maintained, low emission vehicles (e.g. electric vehicles);

3.5.4.2.	Must not cause an obstruction or impede access to the building or site; and

3.5.4.3.	Must not park on or load or unload goods onto or from vehicles save in those parts of the Buyer Premises designated for that purpose.

3.5.5.	The Supplier and any Subcontractors shall be responsible for the safekeeping and storage of equipment, materials and consumables that are delivered to the Buyer Premises. 

3.5.6.	The Supplier shall, on request, provide a full list of all materials, equipment, consumables and other items stored onsite and their location to the Buyer.

[bookmark: _heading=h.1ci93xb]3.6.	The Supplier shall provide expert technical and professional advice to the Buyer upon request on issues related to the Services detailed within this Specification.  For the avoidance of doubt, these services shall be included in the Supplier’s Fixed Fee.

3.7.	The Contract Manager and the Buyer shall hold performance review meetings on a regular basis to review the performance and effectiveness of the Services The frequency of the meetings shall be in accordance with the Contract Management Plan and shall be based on the following meeting framework:

3.7.1.	Monthly Regional service review meetings incorporating Billable Works (Small Works and Project) review;

3.7.2.	Weekly individual Buyer Premises level operational meetings;

3.7.3.	Quarterly service review meetings (Supplier Director level) upon request by the Buyer.

3.8.	In addition to the above the Supplier shall attend the Buyer’s quarterly Sustainability Forum.

3.9.	Ad-hoc meetings may be requested with the Supplier at any point during the Contract and the Supplier shall be required to attend with suitable representation, subject to reasonable notice from the Buyer. Ad-hoc meetings may include but not be limited to:

3.9.1.	Joint service delivery meetings with the Buyers other FM and Security Suppliers;

3.9.2.	Local customer/Building User briefings;

3.9.3.	Buyer Health & Safety meetings;

3.9.4.	Local meetings with the Landlord, CAT A Works Contractor, CAT B Works Contractor or third-party Tenants;

3.9.5.	Business Continuity and Disaster Recovery (BCDR) planning meetings and table top exercises; and

3.10.	All meetings will be held at Buyer Premises unless by mutual agreement between the Supplier and the Buyer.

3.11.	During the Mobilisation Period the Supplier shall work together with the Buyer to finalise the Contract Management Plan for the relevant Service Period. The Contract Management Plan shall be subject to regular and ongoing review which shall occur no less frequently than annually and in advance of the commencement of Services to a new individual Buyer Premises.

Customer Communications	

3.12.	The Buyer requires the Supplier to support and facilitate excellent communication with Building Users throughout the Mobilisation Period and the Services Period.

3.13.	The Supplier shall ensure regular and effective communication with Building Users is facilitated via the digital platform to ensure that prompt feedback and progress reporting is provided regarding the status of all FM service requests, complaints, compliments and queries currently in progress. It is the Suppliers responsibility to ensure that the relevant, accurate and up to date information is made available to the Buyer’s to ensure Building Users remain fully informed as to the status of all Hard FM Services activities, tasks, requests and complaints. 

3.14.	In addition, the Supplier shall also agree with the Buyer, during the Mobilisation Period, a programme for regular and ongoing communications with Building Users. This shall be reviewed no less frequently than annually, or by request from the Buyer. It is anticipated that customer communications may include, but is not necessarily limited to:

3.14.1.	Regular (monthly) provision of communications content to inform a building bulletin (to be produced by the Buyer) which shall include key communications from the Supplier regarding the delivery of the Services; and

3.14.2.	Participation by the Supplier in regular customer briefings on the promotion, delivery and performance of the Services including service performance, building performance, service innovations and environmental and sustainability issues.

Property Lease Obligations	

3.15.	The Supplier shall take due cognisance of the rights and obligations of the Buyer, acting as the tenant, and the Landlord as set out within the Buyer Premises Leases when delivering the Services at the Buyer Premises. 

3.16.	The Supplier shall note that where the obligations within an individual Buyer Premises Lease conflict with the requirements within this Schedule, the obligations within the Buyer Premises Lease shall take precedent.

3.17.	The Supplier is required to familiarise themselves with the obligations set out in the Buyer Premises Leases and shall at all times work collaboratively with the Buyer, the Landlord, third parties appointed by the Landlord and third-party Tenants to comply with all relevant Buyer Premises Lease obligations. This may include but not be limited to: 

3.17.1.	The timely collation and provision of required, relevant information in an appropriate format;

3.17.2.	The provision of separate energy and utilities consumption and/ or FM service cost information for those common parts, shared building services or any other elements where the Buyer is entitled to recharge the Landlord, third-party Tenants or other third parties for energy and utilities consumption and/or the cost of services delivered by the Supplier;

3.17.3.		Facilitating access to the Buyer Premises;

3.17.4.		Facilitating Landlord insurance inspections;

[bookmark: _heading=h.44sinio]3.17.5.	Facilitating the handover of building keys upon vacation of Buyer premises on behalf of the Client to Buyer’s nominated representatives / agents (e.g. property landlords) and completion of associated documentation for return to the Buyer upon completion. Where these Services are required at Buyer Premises where no Supplier Staff are deployed, the Service will be managed via Call-Off Schedule 4A – Billable Works and Projects; 

3.17.6.	Supporting the development and implementation of lease specific management strategies between the Buyer, the Landlord and third-party Tenants;

3.17.7.	General assistance to the Buyer in relation to their ongoing liaison with the Landlord;

3.17.8.	General assistance to the Buyer in relation to their ongoing liaison with third-party Tenants

3.17.9.	Via the appropriate reporting method notify the Buyer immediately of any relevant matter in accordance with the requirements of the Buyer Premises Lease, with a relevant matter meaning any matter that a prudent insurer or underwriter might treat as material in deciding whether or on what terms to insure the Premises. 

3.17.10.	During the Mobilisation Period, the Supplier shall review in full the terms of any redacted Premises Leases and highlight to the Buyer any areas where the Supplier believes Premises Lease requirements conflict with the requirements set out in this Contract. These will be discussed and agreed with the Buyer with any required changes to the Supplier’s Fixed Price agreed with the Buyer being managed via the Variation Process.

Snagging and defect management 	

3.18.	Snagging and defect management Services associated with works undertaken by the Buyer's appointed third-party supply chain shall be managed via Call-Off Schedule 4A – Billable Works and Projects; 

Overall scope	

3.18.1.	When requested the Supplier shall support the Buyer in the management of the snagging and defect process in relation to capital project Works. The Supplier’s role shall include but not be limited to:

3.18.1.1.	Familiarisation and regular review of live snagging and defect lists such that the Supplier remains aware of the current scope and status of snagging and defect issues at all times and any impact on the Services;

3.18.1.2.	Supporting the investigation of faults and issues to try and determine the cause of a problem and establish whether the item is a maintenance fault or a snag or defect;  

3.18.1.3.	Recording details on the Buyer's digital platform; 

3.18.1.4.	Identifying and issuing potential defect reports to the Buyer;

3.18.1.5.	Attend joint snagging/defects progress meetings with the Buyer and other relevant Supplier(s) in support of the Buyer. The Supplier shall also participate in any dispute resolution processes when requested by the Buyer. This may include attendance at relevant site inspections; and

3.18.1.6.	Upon request provide representations and/or technical advice to the Buyer to support the sign-off of completed capital project Works defects and snagging items.

Identification of defects	

3.19.	Where the Supplier identifies an issue which it considers a potential snag or defect which is not recorded on the agreed snagging or defect list, the Supplier shall advise the Buyer immediately of the suspected snag or defect where this is within the relevant snagging and/or defect periods. 

3.20.	Where the Supplier suspects the fault or issue constitutes a defect, the Supplier shall gather sufficient evidence to support this claim to support the Buyer in this process.

3.21.	At all times the Supplier shall act reasonably and try to minimise costs for the Buyer.

Reporting of defects 	

3.22.	For all defects, the Supplier shall write a short report and send it to the Buyer with five (5) Working Days. A report shall as a minimum include:

3.22.1.	Helpdesk Ref No.;

3.22.2.	Date & time;

3.22.3.	Specific location (including relevant reference numbers from the building plans);

3.22.4.	Description of fault, cause and effect (if known); and

3.22.5.	Any remedial work is undertaken and possible solution(s).

Health and safety	

3.23.	Regardless of who is responsible for the rectification of a particular snag or defect, the Supplier shall ensure any fault/defect that presents an immediate hazard to the health or safety of people that is either reported to the Buyer/ Performance Partner, or the Supplier identifies onsite, is made safe even if that means the Supplier undertakes the necessary work. Where agreed with the Buyer, the costs for any works that falls outside the agreed Services will be managed via Call-Off Schedule 4A – Billable Works and Projects; 

Supplier Warranty	

3.24.	The Supplier shall guarantee to the satisfaction of the Buyer, all works executed and plant and equipment installed at the Buyer Premises by the Supplier, for a minimum period of 12 calendar months and without prejudice to manufacturers warranties from the completion of such works, and shall rectify all defects which may be discovered during this period. Up to date warranty information shall be maintained by the Supplier for each Asset and recorded within the digital platform. 

3.25.	Where new works are carried out by a Buyer appointed third-party or Subcontractor, the Supplier shall satisfy itself that the works are to the required standard and shall be responsible for the maintenance of these items under a variation of the Contract. The Supplier shall seek financial adjustments for all new works to reflect the changes in service provision. Financial adjustments shall be required within one month following the period in which the change occurred and will be in line with the Contract and Approved by the Buyer. Costs for these Services shall be managed via Call-Off Schedule 4A – Billable Works and Projects; 

Lifecycle modelling - Mandatory Deliverable but an Optional Service	

3.26.	The Supplier will develop and maintain a lifecycle replacement model (Forward Maintenance Register) for the Buyer Premises for the duration of the Contract that shall be aligned to the Buyer's customised SFG20 functional model. The lifecycle model must include all Property Assets for which the Buyer are responsible including all mechanical, electrical and building services systems, plant and equipment, building fabric and external works. For the avoidance of doubt, the lifecycle model is not required to include those building elements for which the Buyer is not responsible e.g. those elements which remain the Landlord’s responsibility. Details of the Buyer's SFG20 functional model are included at Annex H - SFG20 GPA Functional Model - Offices 

3.27.	The Supplier will, within six (6) months of the Service Start Date agree with the Buyer the format, key assumptions and principles which should inform the development of the model, which is anticipated to include but is not necessarily limited to:

3.28.	The Supplier shall subsequently review and update the model and report no less frequently than annually (by the end of October each year) or following the completion of a condition survey. Annual condition surveys are not currently delivered uniformly across all Buyer Premises but this shall be a requirement of the Contract.   An updated copy of the model and report will be provided to the Buyer in the agreed format following each update.

Methods of working	

3.29.	The Supplier must, at all times, take all necessary precautions to minimise inconvenience, avoid disruption to the business of the Buyer and prevent injury to persons or damage to Buyer Premises arising from the carrying out of the Services. 

3.30.	The Supplier shall not, through their action or inaction, invalidate or void an active warranty on any property or assets owned by the Buyer.

3.31.	The Supplier’s Staff or agents or Subcontractors must not trespass on the Buyer Premises but confine themselves to the locality of the Services.  

3.32.	Nothing shall relieve the Supplier of their responsibility to ensure that the Services within the Buyer Premises remain fully functioning in accordance with the Buyer’s Core Business as shall be notified from time to time. If any services are not fully functioning and the Supplier has not rectified defects in the timeframes outlined within the Service Level Agreement (SLA) or timescale agreed with the Buyer within the Buyer's digital portal. Where any additional temporary measures are required these shall be provided free of charge by the Supplier.

3.33.	The Supplier must not do anything on the Buyer Premises which may become a nuisance, damage, danger, annoyance or inconvenience to the Buyer, the Landlord or any nearby owner or occupier.

3.34.	The Supplier shall, in the course of delivering the Services, ensure that insofar as is possible based on the nature of the task the Buyer Premises is kept clean, tidy and in good order. In addition, the Supplier must not cause any common parts or any other area abutting the Buyer Premises to be untidy.

Security and access	

3.35.	Where required, due to the sensitive nature of the Buyer’s business operations, the Supplier shall continually liaise with and agree in advance all the dates and times for all works taking place with the Buyer. This shall include:

3.35.1.	Specified areas within Buyer Premises due to the sensitive nature of the Buyer operations in this area. These areas will be confirmed during the Mobilisation Period.

3.36.	The Supplier shall at all times comply with the Security Management Plan and the requirements of Call Off Schedule 9 (Security) to keep Buyer Premises, the Sites, and any ICT, information and data secure through the delivery of all Services.

3.37.	The Supplier shall ensure that the all Supplier Staff (including Subcontractors employed or engaged in the provision of FM Services) have been vetted and have their “SC” (Security Check) clearances in place prior to commencing work at the Buyer Premises. 

3.38.	The Supplier shall maintain full and accurate records of all security clearance checks such that the Buyer may verify that the Supplier has carried out such checks correctly. The Supplier shall make these records available to the Buyer in full upon request. The Supplier shall maintain an up to date and accurate list of vetted Supplier Staff (including Subcontractors) and provide these records to the Buyer via the Buyer's Digital Platform on a quarterly basis. 

3.39.	The Supplier shall ensure that there are no breaks in the provision of Services at any time. As part of their resilience measures, the Supplier shall be responsible for ensuring they have access to a sufficient pool of suitably qualified Staff to deliver the Buyer’s FM Services. The Supplier shall ensure that these nominated Staff possess the required levels of security clearance and have awareness of the Buyer Premises, health and safety, security and operational policies linked to the provision of the FM Service.  

3.40.	The Supplier shall be responsible for meeting the costs associated with security clearances for Supplier Staff and subcontractors.

3.41.	The Supplier shall recognise that some of the Buyer’s data is protectively marked and may contain potentially sensitive information and shall ensure that management systems are in place to maintain the security of the Buyer’s data.

3.42.	The Suppliers staff, to include all sub-contracted and supply chain staff, shall cooperate with and assist the Buyer with the implementation of all enhanced security-related measures required in the event that enhanced security measures be required in response to increased threat assessment and/or level of alert.

3.43.	The Buyer will provide the Supplier with access passes reflecting the access requirements for each individual member of Supplier Staff. The Supplier shall manage the control of access passes to Supplier Staff at all times. This shall include the implementation of effective management systems to request new passes and to support the return and deactivation of passes when Supplier Staff no longer work at the Buyer Premises. The Supplier shall provide to the Buyer monthly access pass/key audit and reconciliation report. 

3.44.	The Supplier shall ensure that all Supplier Staff display valid passes as approved by the Buyer at all times whilst on duty. Such passes shall be removed upon exit of premises

3.45.	All missing access passes and keys are to be reported by the Supplier to the Buyer immediately.

3.46.	Access cards and keys shall be returned to the Buyer in the event of a member of Supplier Staff leaving his or her role within the Contract.

Building records management	

3.47.	The Supplier shall be responsible for updating the O&M Manuals, all relevant drawings, Asset registers, maintenance and service records, test and compliance certificates, inspection programmes, orders, logbooks and the Health & Safety file(s) for the Buyer Premises, and for ensuring they remain in date. The Supplier shall ensure that all data is stored within the Buyer’s Digital Platform and that all asset data is maintained in compliance with Annex P B2IM Policy Guidance - V1.5.

3.48.	The Supplier shall also be responsible for the development and maintenance of building logbooks. The Supplier shall ensure that all records remain up-to-date and are stored, retained and disposed of in accordance with the Public Records Act 1958, Public Records Act 1967 and the Freedom of Information Act 2000 and any amendments thereof. No Documentation shall be disposed of or destroyed without the Buyer’s prior written Approval.

3.49.	The Supplier shall be responsible for reviewing existing documents to establish accuracy. The records must be available for inspection at any time by the Buyer. All building records and the data contained within them and all intellectual property rights however arising shall remain the exclusive property of the Buyer and shall be left in the possession of the Buyer at the end of the Contract Period.

3.50.	The Supplier shall be responsible for carrying out an annual reconciliation of all building records held either on their own Systems or on the digital platform including the provision of accurate building drawings and data, ensuring that they are up to date and accurate. Where the Supplier identifies that building and/or drawings do not exist or are out-of-date during the Mobilisation Period, the Supplier shall be required to provide details to the Buyer to agree a resolution. Costs associated with the provision of new drawings shall, when agreed with the Buyer, be managed via Call-Off Schedule 4A – Billable Works and Projects; 

3.51.	The Supplier will consult and inform the Buyer on a monthly basis on all changes, updates and revisions to Operations and Maintenance (O&M) records, drawings, documents and the like and assist the Buyer in ensuring that the digital platform is current at all times. This information will remain the ownership of the Buyer at all times.

Supplier accommodation (including plant rooms and storerooms)	

3.52.	The Buyer shall provide accommodation at the Buyer Premises for the Supplier’s use. These areas will be confirmed during the Mobilisation Period however the Supplier should assume that space will be limited.

3.53.	The Supplier may make use of the designated storage space for the storage of equipment, materials, essential spares and service records in agreement and Approval with the Buyer. However, the Supplier shall note that space is minimal and take this into consideration in their storage and delivery strategy. Under no circumstances shall these items be stored in any form of riser cupboard or plant room. The Buyer will finalise storage space available to support the delivery of the Services with the Supplier during the Mobilisation Period.

3.54.	The Supplier shall only use accommodation for the Buyer related Services and not conduct business or store equipment and materials for other clients. In the event of this being identified by the Buyer, such items will be requested for immediate removal.

3.55.	Plant rooms and storerooms shall be maintained in a safe, clean and tidy manner at all times. All rubbish and items not required for completion of tasks are to be removed at the end of the task and any equipment/tools left shall be stored in appropriate cabinets. Combustible materials must not be stored in the plant rooms and where combustible materials are used as part of a task they are removed at the end of the task.

3.56.	It should be noted that some plant areas may be difficult to access, in confined spaces, restricted spaces or located in roof spaces. The Supplier shall be responsible for any access ladders, scaffolds or other equipment required to gain access to these areas. The Supplier must identify access and egress routes to the work areas and have suitable arrangements to cover areas such as difficult, restricted spaces and confined spaces.

3.57.	The provision of suitable secure and fire-proof storage cabinets shall be the responsibility of the Supplier.

3.58.	The Supplier shall conduct weekly plant room checks and monthly audits and inspections to ensure plant rooms and storerooms are being suitably maintained.

Vehicles and car parking 	

[bookmark: _heading=h.2jxsxqh]3.59.	It is the responsibility of the Supplier to ensure that any vehicles provided and used for delivering the Contract are maintained in a safe working condition and fit for purpose. The Supplier is responsible for keeping all relevant records that must be available to the Buyer at all times.

3.60.	Generally dedicated parking at the Buyer Premises is not available to the Supplier. The Buyer will endeavour to make available a car parking space for the mobile on call for sub-contractors and engineers. 

Financial transparency  	

3.61.	The Buyer recognises modern business practices, including operation for profit, and seeks to ensure that both they and the Supplier have a mutually beneficial relationship. 

3.62.	All financial dealings shall be exercised on an open book basis. This shall include the provision of all Open Book Data. The Supplier shall provide costs for all Services (including any overheads and profit) on this basis, including its financial relationships with its Subcontractors. 

Buyer policies and procedures 	

3.63.	Without prejudice to the requirements stated of the Supplier within this Schedule, the Supplier shall adhere strictly to the Buyer’s policies and procedures when delivering the Services. A list of the Buyer’s policies and procedures is provided. Updated policies and procedures will be shared with the Supplier as they become available

Liaison with police and security services and other enforcing authorities	

3.64.	The Supplier shall assist and cooperate with the Buyer and other relevant Suppliers in developing and establishing a clear strategy for effective and proactive collaborative working relationships, communication, and liaison with the police and security services and any other enforcing authorities (e.g. HSE, CPFSI, Local FRS).

Site Visits 

[bookmark: _heading=h.lnxbz9]3.65.	The Buyer on occasions hosts a number of important people at the Buyer Premises. The Supplier will recognise the importance of such Customers by developing a Service which addresses this issue within the overall management of the Services. The Supplier shall develop and agree in advance with the Buyer plans to manage VIP visits. The Supplier shall recognise this may involve revisions to planned works and collaboration with the Buyer’s internal processes where appropriate (e.g. participation in security provision and threat assessments). The Supplier shall work collaboratively with the Buyer and other third parties as necessary to agree suitable plans and procedures in a timely manner.



4	Service A:4 - Service Delivery Plans

4.1.	Service A:4 – Service Delivery Plans are a Core Service. 

4.2.	Standard SA4 shall apply to this Service. 

4.3.	The Supplier shall prepare an SDP for the Buyer’s requirements at each individual Buyer Premises, describing its approach to managing and providing the required Services as per the requirements of this Schedule. The SDP shall be structured as follows: 1) scope and service objectives; 2) management of the Services; 3) delivery of the Services. As a minimum, the buildings and Asset maintenance management SDP shall contain the following information:

4.3.1.	Scope and Services objectives;

4.3.2.	Approach and methodology: Asset management method statement for meeting the Buyer’s requirements, including treatment of any lifecycle/sinking funds (if applicable) and details regarding where such funds will reside, safeguards on early drawdown and control of such funds;

4.3.3.	Alignment to the Buyer's Variation Procedures and additional work requests;

4.3.4.	Operational structure including resource proposals. This shall include management structure detailing roles, responsibilities, working hours, resilience plan and reporting structures; resource profiles by Service and generally across the Services; and job descriptions including required qualifications, professional memberships and competencies. These shall clearly illustrate the availability of resources during and outside Operational Working Hours and demonstrate the competency of Supplier Staff to deliver the Services outlined in this Specification; 

4.3.5.	Planned maintenance approach and Delivery methodology and suggested approach to Asset lifecycle replacement based on Supplier experience, best practice,

4.3.6.	Quality policy/quality statement;

4.3.7.	Details as to which Services will be carried directly by the Supplier and which will be Subcontracted with relevant details of the Third third-party suppliers/partners;

4.3.8.	Balanced scorecard certification and performance monitoring plan (including self-monitoring procedures);

4.3.9.	Procurement of Services;

4.3.10.	Procurement of materials taking account of embodied carbon and recycled content; 

4.3.11.	Management of energy use including lighting;

4.3.12.	Planned Preventative Maintenance ("PPM") methodology/SFG20 methodology (based upon the Buyer’s prevailing SFG20 maintenance model and task schedules to reflect the Buyer’s Assets and Maintenance Standards and interoperability between industry data classifications including SFG20, Uniclass, CIBSE Guide M and NRM classifications).

4.3.13.	Building management system operation

4.3.14.	Routine maintenance;

4.3.15.	Input into the formulation and ongoing management and update of the PPM programme (based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules and additional warranty protection requirements) This shall include the Supplier’s approach to ensuring at all times the PPM programme reflects the Buyer’s customised SFG20 maintenance model and task schedules (to meet the Buyer’s Assets and Maintenance Standards). This shall also include how the Supplier will undertake their own monitoring for technical updates and changes, and highlighting these for discussion and Approval with the Buyer in accordance with the agreed change control process and monthly meetings;

4.3.16.	Services management, recording and reporting;

4.3.17.	Critical spares management;

4.3.18.	Inspections;

4.3.19.	Conservation and sustainability;

4.3.20.	Maintenance and renewal;

4.3.21.	Management arrangements including contract monitoring procedures for all the Services (including details of any back to back agreements with Subcontractors);

4.3.22.	Quality management procedures;

4.3.23.	Complaints management processes;

4.3.24.	Operational liaison;

4.3.25.	Reactive maintenance Service;

4.3.26.	Reactive vandalism maintenance Service;

4.3.27.	Protocols and procedures for the integration of the Suppliers operations with the digital platform; 

4.3.28.	Report formats to be presented by the Supplier for agreement with the Buyer;

4.3.29.	Approach to communication and liaison with the Buyer, including customer communication;

4.3.30.	Annual meeting timetable across the Contract Year including proposed attendees and sample agendas;

4.3.31.	Weekly, monthly, quarterly and annual meeting details including level of the attendees;

4.3.32.	Customer satisfaction survey and complaints procedures;

4.3.33.	Interfaces with the Buyer emergency procedures including Business Continuity and Disaster Recovery planning which the Supplier shall contribute to;

4.3.34.  Interfaces with the Buyer appointed Performance Partner ;

4.3.35.  Interfaces with the Buyer's Digital Platform, to include details of the Supplier’s chosen solution (e.g. API, Interface) to ensure the provision of real-time reporting;

4.3.36.  Interfaces with the Buyer’s Digital Platform and Supplier’s chosen solution for the mandated delivery of maintenance services via use of digital solutions (e.g. palm-top devices, tablets, etc.);  

4.3.37.  Interfaces with the Buyer's Digital Platform to manage Landlord and lease requirements;

4.3.38.	Sustainable development and environmental management;

4.3.39.	Self-audit and self-monitoring regimes;

4.3.40.	Approach to management of Health and Safety, Environmental, Fire and Security requirements; 

4.3.41.	Contract monitoring procedures for all the Services (including details of any back to back agreements with subcontractors; 

4.3.42.	Performance monitoring plan with agreed monthly, quarterly and annual monitoring report format; 

4.3.43.	Annual meeting timetable across the Contract Year including proposed attendees and sample agendas; and 

4.3.44.	Exit management and demobilisation Plans

4.4.	The Buyer requires a Supplier who can deliver Services to a consistent standard and quality across the Region but appreciates that the expectations and priorities of the Services may be unique to each individual Buyer Premises, and thus is expected to adopt an alliance approach that is site-specific, proactive, collaborative and responsive. This shall be reflected in the SDP.

4.5.	The Supplier shall take into account when developing the SDP, the specific requirements of each individual Buyer Premises including the nature of use and specific Building Users as well as its surrounding location and environmental factors which may impact the service requirements (for example, proximity railway lines and construction sites, flood risk etc.). The Supplier shall take these into account when developing the SDP and their approach to service delivery and required task frequencies.

4.6.	A draft of the Service Delivery Plan (SDP) shall be provided 60 days after the Effective Date and the Buyer shall confirm whether it agrees with the proposed plan.

4.7.	A refined proposed SDP shall be available for comment and review and Approval by the Buyer before the end of the Mobilisation Period. The agreed plan should be effective on the relevant Service Start Date.

4.8.	The SDP shall be reviewed and updated annually by the Supplier or whenever there is a material change to the Services. All updates shall be submitted to the Buyer for Approval in advance of taking effect.

5	Service A:5 - Fire Safety 

5.1	Service A:5 - Fire Safety is provided is a Core Service. 

5.2.	Standard SA5 shall apply to this Service. 

5.3.	The Supplier shall be responsible for undertaking their own Fire Risk Assessment in accordance with the requirements set out within the Regulatory Fire Order 2005. Copies of the Supplier's Fire Risk Assessment (FRA) shall be issued to the Buyer's appointed Performance Partner for uploading to the Digital Platform within 5 working days of completion.

5.4.	When delivering Services at Buyer Premises, the Supplier shall at all times abide by the Buyer’s current Fire Safety Management Plan (FMSP). 

5.5.	The Supplier shall report to the Buyer any significant issues under their control that impact on the Fire Safety Management Plan, fire strategies and existing fire risk assessments including evacuation plans and co-operate in ensuring they are up to date.

5.6.	Where requested to do so, the Supplier shall provide a professional advice service on all matters relating to the Regulatory Reform (Fire Safety) Order 2005 for each Buyer Premises as it relates to the Services delivered by the Supplier at the Buyer Premises. The cost of this service shall be included in the Charges.

5.7.	The Buyer may require fire precautions. Where these Services are required, they will be managed via Call-Off Schedule 4A – Billable Works and Projects; 

5.8	The Supplier shall: 

5.9.	Assist the Buyer demonstrate compliance to BS9997 Fire risk management systems;

5.10.	Assist the Buyer to demonstrate compliance to BS 9999:2017 Fire safety in the design, management and use of buildings – Code of practice;

5.11.	Where appropriate, demonstrate compliance to BS 8644-1 Digital management of fire safety information. Part 1: Design, construction, handover, asset management and emergency response - Code of practice;

5.12.	Ensure compliance to all relevant fire related legislation e.g. FSO, CDM, DSEAR, Equalities Act; and

5.13.	Ensure compliance to all upcoming changes in legislation e.g. Building Safety Bill, implementing any best practice where there is not a legal / compliance requirement.



6	Service A:6 - Permit to Work and Authority to Work

6.1.	Service A:6 Permit to Work and Authority to Work are a Core Service 

6.2.	Standard SA6 shall apply to this Service. 

6.3.	The Supplier shall:

6.3.1.	Be responsible for issuing and managing all permit-to-work and authority-to-work processes relevant to the Services for each Buyer Premises as required by the Buyer and shall ensure the provision of sufficient, suitably qualified and experienced Suppliers Staff required to effectively operate and administer the permit to work system; 

6.3.2.	Manage all compliance with Building Users' specific security clearance and access control requirements;

6.3.3.	Be required to manage and agree on all third-party consents as part of this process (for example, landlords) before commencing works or Services. The Supplier shall liaise with any third-party suppliers in order to comply with this requirement. All permits to work shall be supported by full risk assessments and method statements for undertaking the work;

6.3.4.	Be responsible for the setting-up and the operation of a safe system of work, including risk assessments and method statements, with regard to all aspects of its operation. As part of this process the Supplier shall ensure that Supplier Staff and subcontractors who are undertaking work at the Buyer Premises, consult the asbestos register and sign to indicate that this has been carried out;

6.3.5.	Operate the permit-to-work and authority-to-work systems through the Supplier's Systems Service Desk. The Supplier shall ensure that the permit is approved by the Buyer and that the timing for when it can occur is agreed with the Buyer;

6.3.6.	Be responsible for ensuring that access into a Buyer Premise is not permitted where the permit-to-work or authority-to-work has not been authorised; and

6.3.7.	Contact the Buyer via the digital platform to provide updates on progress and to highlight the permit to work and/or authorisation-to-work has been received, has the necessary authorisation and all of the relevant parties are aware of the programmed work or Service and the timescales for Delivery.

6.3.8.	In addition to the permit to work system, the Supplier shall cooperate with the Buyer in the operation of an authorisation to work (ATW) system which shall include the management of permits confirming authorisation to work for work undertaken by third parties including but not necessarily limited to:

6.3.8.1.	CAT A Works Contractor (where such works impact upon the Assets and/or systems for which the Supplier is responsible);

6.3.8.2.	CAT B Works Contractor (where such works impact upon the Assets and/or systems for which the Supplier is responsible);

6.3.8.3.	Landlord Contractors (in accordance with the provisions of each Buyer Premises Lease);

6.3.8.4.	Third-party Tenants (in accordance with the provisions of each Buyer Premises Lease); and

6.3.8.5.	Third-party contractors employed by the Buyer.

6.3.9.	The Supplier is required to liaise with such third parties as appropriate to ensure that appropriate authorisation is obtained prior to commencing work in the relevant areas of the Buyer Premises, including risk assessments and method statements. The Supplier shall subsequently confirm that all works have been satisfactorily completed and that the Assets/systems subject to ATW have been returned to service, are fully operational and can be accepted by the Supplier for the resumption of the Services.

6.3.10.	During the Contract Period, the Supplier shall tag-out and/or lock off all Plant when it is out of service. Details of all tagged out and/or locked off items shall be logged in the building/plant logbook and shall be reported to the digital platform together with a corrective action report for each instance of plant out of service. The Supplier shall ensure that the tag-out and/or lock-off system is included within its PTW and ATW systems. All tagged out and/or locked off items shall be included as part of the monthly service review report.

6.3.11.	The Buyer shall carry out representative random audits of the PTW systems as well as inspections of works covered by PTWs to confirm correct implementation.  Any ‘fails’ or non-conformities observed during the audit or inspection process shall be reported immediately to the Supplier who shall provide a remedial action plan.

7	Service A:7 - Accessibility Services

7.1.	Service A: 7 - Accessibility Services is a Core Service. 

7.2.	Standard SA7 shall apply to this Service. 

7.3.	The Supplier shall:

7.3.1.	Provide advice relating to the Equality Act 2010 and BS 8300 including health and safety matters with particular regard to the accessibility of the Buyer Premises and ongoing requirements for building adaptations;

7.3.2.	Ensure continuous interactions with the Buyer and stakeholders, including any Disability Advisor and the Occupational Health and Safety representatives;

7.3.3.	Provide advice on further special needs issues including technical problem-solving regarding access and signage; and

7.3.4.	Provide advice on health and safety matters as they relate to those with accessibility needs. The Supplier shall also take a proactive approach and advise the Buyer of any investment that shall be made to improve the Buyer Premises. This includes access and egress for use of those with disabilities and to comply with the Equality Act 2010.

8	Service A:8 - Risk management

8.1	Service A:8 – Risk management is a Core Service. 

8.2.	Standard SA8 shall apply to this Service. 

8.3.	In conjunction with the Buyer, the Supplier shall construct a risk register for each Buyer Premises listed within the Contract data. The Supplier shall have sole responsibility for the drafting and updating of the risk register. Risks shall include but shall not be limited to operational, financial, H&S, environmental and fire safety risks.

8.4.	The Supplier shall be required to operate business unit specific risk management systems (to include procedures for escalation with the Supplier and the Buyer in accordance with the Buyer's risk management strategy) including the drafting and updating of such systems.

8.5.	The Supplier shall regularly contribute to the ongoing review and update of this risk assessment when requested by the Buyer during the Service Period.

8.6.	Risk registers will be reviewed as part of the ongoing monthly Contract management meetings over the duration of the Contract.

8.7.	As part of the risk management process the Supplier shall work collaboratively with the Buyer to identify any opportunities in addition to risks.

9	Section A:9 - Customer Satisfaction

9.1.	Service A:9 – Customer satisfaction is a Core Service. 

9.2.	Standard SA9 shall apply to this Service. 

9.3.	The Supplier shall ensure that: 

9.3.1.	They have processes in place to provide proactive and responsive customer service, managing customer satisfaction to the agreed levels throughout the duration of the Contract Period;

9.3.2.	They have processes in place for managing customer satisfaction, ensuring satisfactory customer service is provided to both the Buyer and all building users;

9.3.3.	Their customer satisfaction processes align with the Buyer’s Quality Management System ("QMS"); and 

9.3.4.	They administer the formal process for handling service failures, complaints and works Recall as set out in Attachment 3, Annex B – Standards and processes;

9.3.5.	Their customer satisfaction systems and processes are aligned to the Buyer’s requirements and are able to be recorded upon / captured within the Buyer’s Digital Platform; and 

9.3.6.	They collaborate fully with the Buyer’s Performance Partner and Regional Supply Chain Partners to ensure consistent customer satisfaction processes, reporting regimes and data-capture processes are delivered on behalf of the Buyer. This shall include the participation in Buyer-led forums and sharing of best-practice initiatives with the Buyer and the Buyer appointed Performance Partner and Regional Supply Chain partners as / where applicable.  

9.4.	The Buyer will conduct regular customer satisfaction surveys as part of a joint (Buyer/Supplier) ongoing commitment to continuous improvement and performance management (in addition to ensuring value for money). The Supplier shall actively support this activity and commit to increasing the levels of Customer satisfaction across all Buyer Premises.

9.5.	The aim of the customer engagement and satisfaction process shall be to identify opportunities for the continuous improvement of Services that enhances the customer experience. Customer engagement, satisfaction and quality assessments in relation to Services shall therefore in addition be undertaken regularly by the Supplier with the results scrutinised, presented and discussed with the Buyer and outcomes (subject to the Buyer’s agreement) incorporated into the future Services delivery solution;

9.6.	The Supplier's SDPs shall contain details of the proposed methodology for contributing to the Buyer surveys and carrying out the focused customer satisfaction surveys as described above including:

9.6.1.	Engagement methods / medium (for example, deployment of technology, use of online or, paper-based surveys etc);

9.6.2.	Approach to maximising customer engagement and rates;

9.6.3.	Sample / draft questionnaires and other engagement/feedback methods; and

9.6.4.	Approach to the analysis and presentation of results.

9.6.	Where the customer satisfaction survey results are of a score less than the agreed satisfaction level, the Supplier shall investigate the cause of the dissatisfaction and produce an action plan (including timescales for actions) within five (5) Working Days to address the root cause of customer dissatisfaction, and where appropriate carry out further investigations to establish whether the cause of the dissatisfaction has been resolved within the timescale defined.

9.7.	The Supplier shall initially agree with the Buyer target satisfaction results for those elements of customer satisfaction surveys that relate to the Services during the Mobilisation Period.

9.8.	The Supplier shall review with the Buyer, and where appropriate increase, the target satisfaction results prior to the issue of subsequent surveys to take account of the need for continuous improvement in customer satisfaction.

9.9	The Supplier shall work with the Buyer and Buyer's appointed Performance Partner for the development and launch of a Customer insight survey, to endorse the Leesman Index (Lmi) principles. Further details on this requirement will be provided during the Mobilisation Period and example information can be found in Annex MM - Example Leesman Index.

10	Service A:10 – Reporting

10.1.	Service A:10 – Reporting is a Core Service. 

10.2.	Standard SA10 shall apply to this Service. 

10.3.	The Supplier shall ensure that: 

10.3.1.  Their CAFM / system service desk chosen solution is located on Supplier-owned property and has all the necessary systems, processes and interfaces required to enable the full lifecycle management of reported tasks issued to the Supplier via the Buyer’s Performance Partner to enable the capture, analysis and manipulation of base data within the Buyer’s Digital Platform in order to provide the required performance information and performance information access, interrogation and analytic capabilities.

10.3.2.  They collaborate with the Buyer and the Buyer appointed Performance Partner in the development and implementation of their chosen interface / API solution to ensure required reporting solutions via the Digital Platform meet the Buyer’s reporting requirements; 

10.3.3.	All data used to generate reports is held within the Supplier's Systems Service Desk and replicated within the Buyer’s Digital Platform.

10.3.4.	The format, standard and frequency of reporting is developed and agreed with the Buyer and delivered in accordance with their requirements; and

10.3.5.	The information required to report against its agreed KPIs is recorded within the digital platform and maintained accurately at all times.

10.3.6.	For the avoidance of doubt, reporting, and all supporting data shall be produced in a consistent format and structure. All reports shall be flexible with regard to the scope of individual Buyer Premises included and should be available to present aggregate data across all, or a select number, of Buyer Premises as well as for individual Buyer Premises.

10.3.7 The Supplier shall be responsible for the provision of their broadband / internet solutions as required at Buyer premises to deliver the in-scope Services.

10.4.	The Supplier shall provide a broad and comprehensive reporting solution under the following categories:

10.4.1.	Industry-standard FM reports; and

10.4.2.	Performance measurement and statistical reporting.

10.5.	The Supplier shall provide reports relating to the performance of the Supplier and statistical information relating to the Services being provided including:

10.5.1.		Reportable incidents;

10.5.2.		Real-time Reporting;

10.5.3.		Expert analysis reports;

10.5.4.		Ad hoc reporting requirements;

10.5.5.		Self-service reporting capability; 

10.5.6.		Performance measurement and reporting; 

10.5.7.		Management and staffing levels;

10.5.8.		Supplier Staff Training Records;

10.5.9.		Financial Reporting; and 

10.5.10.	Buyer Premises related drawings.

Reportable incidents	

10.6.	The Supplier shall inform the Buyer in accordance with an Approved procedure each time reportable incidents occur. Reportable incidents shall be agreed on with the Buyer during the Mobilisation Period. These shall be recorded on the digital platform and shall include:

10.6.1.	Health and Safety accidents and incidents, to include HSE RIDDOR reports; 

10.6.2.		Pollution and contamination incidents;

10.6.3.		Statutory compliance failures;

10.6.4.		Asset and system failures which may impact on business continuity;

10.6.5.		Physical and document security breaches;

10.6.6.		Service failures;  

10.6.7.		Instances of wilful damage or vandalism;

10.6.8.		Issues with the potential to disrupt energy and utility provision;

10.6.9.	Staff disciplinary issues where associated with personal integrity which may have the potential to damage the reputation of the Buyer; and 

10.6.10.	Complaints;   

10.6.11.	Instances of any discriminatory, threatening and/or intimidating behaviour directed at Supplier Staff; 

10.6.12.	Chemical spillages;  

10.6.13.	Issues with the Cat B Works Contractor or other third parties;  

10.6.14.	Details of staff shortfalls, to include partial and full shift staff absences; and 

10.6.15.	Issues with the Cat B Works Contractor or other third parties.  

10.7.	The Supplier shall implement and maintain systems and procedures to report, record and collate all incidents correctly, accurately and of a quality suitable for submission in Court or other tribunal or judicial forum. These are to be made available to the Buyer as part of regular assurance.

10.7.1.	The Supplier shall report serious incidents to the Buyer immediately. The Supplier shall submit a report containing all incidents to the Buyer on a daily basis.

10.7.2.	The Supplier shall provide monthly and quarterly trend reporting by Region and location (individual Buyer Premises) specific.  

10.7.3.	Where a crime is committed or where a crime is suspected of being committed, the Supplier shall summon the police in accordance with the Approved strategies and protocols agreed with the Buyer (Development of operational strategies and protocols). 

10.7.4.	On discovery of a criminal act, the Supplier shall report all findings immediately to the Buyer and investigate the incident on behalf of the Buyer in accordance with the Approved strategies and protocols agreed with the Buyer (Development of operational strategies and protocols).

Expert analysis reports 	

10.8.	The Supplier shall compile and analyse a suite of specific reports which is to be agreed with the Buyer during the Mobilisation Period where applicable. This shall be in support of the Buyer's performance measurement and management of the Services.  The Supplier shall interpret the reports and provide a written commentary of its expert analysis, as specified by the Buyer. These may include but not be limited to:

10.8.1.	Root cause analysis; 

10.8.2.	Trend analysis; 

10.8.3.	Asset lifecycle reporting; and 

10.8.4.	Audit outcomes and analysis. 

Ad hoc reporting requirements	

10.9.	The Buyer may request the Supplier to create and generate ad hoc reports on its behalf;

10.10.	Where necessary and agreed, the Supplier shall provide the reports with expert commentary, as specified by the Buyer; and

10.11.	The Buyer is answerable to Parliament and, on occasion, is required to respond to parliamentary questions regarding the Buyer's Premises on an urgent basis.  The Supplier shall comply with any such reasonable request in the event information is required under these circumstances. The Supplier shall also respond to requests for the provision of information in response to the Buyer’s disclosure obligations under the Freedom of Information Act and Environmental Information Regulations.

Self-service reporting capability	

10.12.	Whilst initial reporting templates are anticipated to be established during the Mobilisation Period, the Supplier will be required to support the ongoing development of additional reports throughout the Contract Period in response to the Buyer’s developing requirements. During the mobilisation period the Supplier shall be required to liaise with the Buyer to establish a bidirectional information flow to limit the amount of manual intervention that is required to generate the agreed reports.

Supplier Performance measurement and reporting	

10.13.	The Supplier shall report monthly on its own performance against the agreed KPIs and other measures reasonably requested by the Buyer.  These reports shall include summaries at Region and individual Buyer Premises level as appropriate, for the following:

10.13.1.	Achievement against KPI agreements;

10.13.2.	Status and achievement against social value initiatives (at agreed Buyer Premises/sites);

10.13.3.	Reasons for failure to meet any KPI agreements (to include root cause analyses where requested by the Buyer);

10.13.4.	Performance failures accruing as a result of failure to meet KPI agreements;

10.13.5.	Levels of Statutory Compliance. The Supplier shall provide a statutory compliance report (which shall be made available from the digital platform) demonstrating current compliance with relevant statutory and mandatory requirements as defined within the Buyer's SFG20 customised maintenance model on an ongoing basis. The Supplier shall also report results arising from any audits measuring compliance with legislative requirements, including actions arising;

10.13.6.	Performance against sustainability plan;

10.13.7.	Details of performance against planned maintenance activities (separately reported for statutory and non-statutory activities), including reactive works generated from planned maintenance activities. This shall identify the planned date and actual date activities were carried out. Where tasks have not been completed the reasons, and action plans for completion shall be clearly identified;

10.13.8.	Details of Assets or systems have been taken out-of-service for health and safety or operational reasons and anticipated details of the same for the forthcoming 2 months;

10.13.9.	Details of recommendations generated from Planned maintenance works;

10.13.10.	Reasons for failure to complete planned statutory and mandatory inspections/tasks and details of revised completion dates for missed / failed activities;

10.13.11.	Progress/status of work orders;

10.13.12.	Performance against waste minimisation plans; 

10.13.13.	Performance against agreed carbon net zero targets; 

10.13.14.	Performance against social value plans and targets; 

10.13.15.	Waste volumes;

10.13.16.	Number and details of all compliments and Complaints;

10.13.17.	Health and Safety accident reporting/RIDDOR reports and proactive H&S management actions including but not limited to risk assessments reviewed and the results and recommendations associated with inspections undertaken and/or audits carried out;

10.13.18.	Environmental incidents/breaches (e.g. high consumption alerts and leak detection alarms) and environmental, performance and statistics for the month;

10.13.19.	Security breaches;

10.13.20.	Achievement against the Delivery of statutory testing and inspections;

10.13.21.	Progress on outstanding actions; and

10.13.22.	Details of actions plans for the following Month that will be reviewed to check progress and track actions carried out to completion. The Buyer shall not unreasonably withhold or delay agreement of these action plans with the Supplier.

10.13.23.	A summary of reactive tasks carried out by the Supplier in reporting month showing priority categories, target Attendance and Completion Times and actual Attendance and Completion Times achieved. Where tasks have not been completed the reasons, and action plans for completion shall be clearly identified;

10.13.24.	A summary of open tasks/backlog tasks, including and dependencies or actions required to progress the timely completion of these tasks;

10.13.25.	Summary of Billable Works undertaken or in progress in reporting month below the Value of Billable Works not Requiring Approval;

10.13.26.	A summary of Billable Works undertaken or in progress in reporting month above the Value of Billable Works not Requiring Approval; 

10.13.27.	Status of Projects undertaken or in progress in reporting month;

10.13.28.	Summary of forthcoming planned lifecycle replacement in accordance with agreed lifecycle plan;

10.13.29.	Identification and recommendations (including budget costs) for any anticipated unplanned lifecycle replacement requirements based on ongoing analysis of Asset condition and/or observations made through planned or reactive maintenance activities;

[bookmark: _heading=h.3j2qqm3]10.13.30.	Issues impacting upon the implementation and ongoing management of the Buyer’s function model for offices and AIM, including any changes or updates required. See details included within Annex HH - Functional Model and Asset Information Management (AIM) Processes;

10.13.31.	Review of staffing numbers and contract management structures including a full list of Supplier Staff showing name, job descriptions, work location, security check status, professional memberships and accreditations, qualifications and other relevant certification details as required related to the Services;

10.13.32.	Proactive H&S management actions including but not limited to risk assessments reviewed, inspections undertaken and/or audits carried out; 

10.13.33.	Health, safety and environmental breaches and recordable accidents, incidents and near misses;

10.13.34.	Instances of vandalism;

10.13.35.	Forward work plan to show planned services (i.e. PPM etc.) for forthcoming 2 months;

10.13.36.	Environmental performance and statistics for the month; 

10.13.37.	Contract variation requests following additions, deletions and amendments to the Services;

10.13.38.	Forthcoming changes in legislation (including impacts on Services delivered);

10.13.39.	Anticipated and/or published updates/amendments which may impact upon the Buyer’s current and prevailing customised SFG20 maintenance model and task instructions;

10.13.40.	Statement of accounts showing the invoiced amounts, payments made by the Buyer, payments made to Subcontractors and payments made to suppliers;

10.13.41.	Application for payment; 

10.13.42.	Service delivery proposals and contractual issues related to the Services if any changes have occurred; and 

10.13.43.	Additional detail may be requested by the Buyer as the Contract progresses. The Buyer and the Supplier shall both within reason, have the opportunity to add further measurable items to these lists. Such requests shall be provided within a reasonable time before the production of the service review report to enable the Supplier to collate the necessary information.

Calculation of Supplier performance results against the Supplier performance mechanisms outlined within Call-Off Schedule 14 – Key Performance Indicators  

10.14.	The Supplier shall be required to upload performance data relating to its operational KPIs into the digital platform.

10.15.	The Supplier shall collate the data required to calculate its performance against the obligations in the Supplier performance mechanism;

10.16.	The Supplier shall measure its performance each Month against each of their KPIs and calculate payment mechanism scores in accordance with its Supplier performance mechanism;

Reporting Supplier performance data and associated information	

10.17.	During the Mobilisation Period, the Supplier shall provide a report for the Buyer on a Monthly basis. The format will be specified by the Buyer and agreed with the Supplier;

10.18.	The Supplier shall provide a quarterly report to the Buyer detailing

10.18.1.	The performance scores and associated Deductions calculated; 

10.18.2.	An analysis of the cumulative trend of all scheduled, periodic and reactive service requests for the previous quarter, including performance against the requirements of the Specification for the same;

10.18.3.	Suggestions or recommendations to improve the operation and performance of the service delivery;

10.18.4.	Up-to-date risk register;  

10.18.5.	Quality assurance programme;

10.18.6.	Supplier Staff turnover;

10.18.7.	Training report for that quarter; 

10.18.8.	Health & Safety statistics and trends for the quarter; 

10.18.9.	Environmental statistics and trends for the quarter; and

10.18.10.	Call volume trends;

10.18.11.	Vandalism trends;

10.18.12.	Customer satisfaction survey results; and

10.18.13.	Trends and themes observed through customer communication. 

10.19.	The Supplier shall provide a reconciliation report to the Buyer within seven (7) calendar days following the end of each quarter.

10.20. 	Where the Buyer issues a request for information, the Supplier shall provide the Buyer with reports, written information or statistical information in relation to the Services, including data held within the digital platform.

Site Logbooks	

10.21.	The Supplier shall be responsible for the creation and maintenance of electronic and hard copy site logbooks for all Buyer Premises to assist in the operation of FM Services across the Buyer Premises. These logbooks shall be available at all times at the Buyer Premises for review by Buyer Staff.

10.22.	The preparation of these logbooks shall be prepared based on the guidance in the Chartered Institution of Building Services Engineers (CIBSE) TM 31 Log Book Toolkit and expanded to include a full overview of the operation and evidenced compliance. The Supplier shall ensure Site Logbooks formats are consistent across all Buyer Premises. The format / contents of the Site Logbooks shall be agreed with the Buyer during the Mobilisation Period.

10.23.	The building logbook will draw upon information in the operation and maintenance manual (O&M manual), and the health and safety file. The Supplier shall ensure the content is easy to understand, giving an overview of the way in which the building was originally intended to operate, how the building is currently operating and any changes that have been made.

10.24.	The information within the logbooks shall include but not be limited to the following:

10.24.1.	A description of key responsibilities;

10.24.2.	A schedule of contacts;

10.24.3.	A description of the overall building, including zoning and occupancy;

10.24.4.	A description of the building's operational strategy;

10.24.5.	A description of the building's services plant, controls and management systems;

10.24.6.	Details of any changes made to the building;

10.24.7.	Health and safety considerations;

10.24.8.	Asset registers;

10.24.9.	Maintenance requirements and PPM schedules;

10.24.10.	Health and Safety Plans;

10.24.11.	Details and outputs of Statutory Inspections and surveys;

10.24.12.	Complete Compliance documentation, including but not limited to all the Outputs from the PPM regimes;

10.24.13.	All Building based risk Assessments (e.g. Water and Fire);

10.24.14.	Metering and monitoring strategies;

10.24.15.	Data used to calculate the TER (target CO2 emission rates) and BER (building CO2 emission rates), see emissions rates;

10.24.16.	The recommendations report produced along with the construction energy performance certificate (EPC);

10.24.17.	Building performance in use investigations and targets; and

10.24.18.	References to other relevant documents.

10.25.	The Supplier shall discuss and agree the format, structure and content of the site logbooks with the Buyer during the Mobilisation Period and ensure they are completed and populated with the agreed content across at of the Buyer Premised within ninety days of Contract commencement.

Drawings	

10.26.	The Supplier shall: 



10.26.1.       	Issue a plan for the review of Buyer drawings across all Buyer Premises when relevant to the Services provided by the Supplier within the Mobilisation Period;

10.26.2.  Upon completion of the review at the frequency agreed with the Buyer, produce a report containing recommendations and budget costs for the update and reconciliation of all Buyer Premises drawings with the aim of bringing them up to date where practicable and to enable them to be issued to the Buyer to meet Buyer reporting requirements.

10.27.	The costs for this service shall be managed via Call-Off Schedule 4A – Billable Works and Projects.

10.28.	The Supplier shall collaborate with the Buyer and Buyer appointed Performance Partner to develop web-based performance and analytics dashboards, to be hosted on the Buyer’s Digital Platform, to enable “real time” reporting and analysis of the Buyer’s Regional Supply Chain Partner’s KPIs as set out in the performance models for each of the Supplier.

11	Service A:11 – Performance self-monitoring

11.1.	Service A:11 – Performance self-monitoring is a Core Service. 

11.2.	Standard SA11 shall apply to this Service. 

11.3.	The Supplier is required to undertake a performance self-monitoring regime inclusive of all Services which is to be agreed upon with the Buyer. This shall be inclusive of all Services Delivered by third-party suppliers and partners.  

11.4.	Within the performance self-monitoring regime, the Supplier is required to:

11.4.1.	Operate procedures and systems to record information in support of performance monitoring and to enable regular robust performance reporting;

11.4.2.	Monitor the performance of the Services via a programme of internal and external audits and inspections and trend analysis of recorded data held both within the Supplier's Systems Service Desk and in the digital platform and produce Monthly performance reports for the Buyer; and 

11.4.3.	Maintain a System Services Desk to analyse information on the performance of each required Service. It shall be capable of reporting performance against defined performance requirements.

11.4.4.	Manage the planned self-monitoring activities via the Buyer’s Digital Platform.  

11.5.	The Systems Service Desk, utilised by the Supplier, shall at all times be capable of monitoring the performance of Services, notwithstanding any changes in work practices, technology and agreed performance Standards.  

11.6.	The Supplier shall work with the Buyer and support their internal management processes. The Supplier’s self-monitoring regime shall recognise these processes and capture feedback from Buyer audits and inspections, to include independent audits scheduled by the Buyer. The Supplier shall be responsible for taking appropriate action to Deliver agreed outcomes to identified issues and failures.

11.7.	The Supplier will be required to quality check a minimum of ten percent (10%) of all completed jobs (planned and reactive). This may vary across Services and the Supplier shall agree on a plan and a programme of quality checks across the Services with the Buyer during the Mobilisation Period and annually thereafter.

11.8.	The Supplier is required to record on their Systems Service Desk and report immediately via the digital platform any building faults identified by Supplier Staff, for example, leaks, lights not working, damage to the building fabric etc.

11.9.	The Buyer operates a "Thin Client" model in the management of the Contract. The management team is therefore small and the responsibility is on the Supplier to demonstrate full ownership of the Service monitoring requirements. The Supplier will provide and implement management structures and processes that guarantee effective and efficient service management and reporting.

11.10.	The Supplier is responsible for ensuring on a daily basis that Services delivered to the Buyer Premises have been completed to the required standards. Any failure to deliver services and associated Attendance and Completion Times, must be reported to the Contract Manager and recorded on the digital platform in a timely manner noting the reasons for this and new timescales for closing out affected jobs so that customer expectations can be managed.

11.11.	The Buyer reserves the right to undertake their own performance monitoring and audit activities at any time.

12	Service A:12 - Business Continuity and Disaster Recovery ("BCDR") Plan

12.1.	Service A:12 – Business Continuity and Disaster Recovery Plan is a Core Service. 

12.2.	Standard SA12 shall apply to this Service. 

12.3.	In accordance with Call-Off Schedule 8 - Business Continuity and Disaster Recovery, the Supplier shall have a BCDR Plan to Deliver the Services at each Buyer Premises throughout the duration of the Contract. 

12.4.	The Supplier shall: 

12.4.1.	Develop the BCDR Plan in compliance with ISO 22301:2019 Security and Resilience Business Continuity Management Systems (BCMS);

12.4.2.	Notify the Buyer as soon as it becomes aware of a Disaster event or a likely Disaster event. The Supplier shall collaborate with the Buyer to ensure that the BCDR Plan interfaces seamlessly to support the Buyer's business;

12.4.3.	Liaise with the Buyer to ensure that agreed communication lines are maintained;

12.4.4.	Ensure that its BCDR Plan addresses the potential need to deliver new, additional and/or revised working practices in response to a Disaster event (e.g. changes required in response to a pandemic) and shall ensure that these have been reviewed and Tested to a programme agreed with the Buyer.

12.4.5.	Ensure that its BCDR plan addresses the potential loss of connectivity (e.g. loss of API / Interface connectivity) to the Buyer’s Digital Platform;

12.4.6.	Ensure that its BCDR Plan addresses the loss of or disruption to all energy supplies and shall ensure that these have been reviewed and Tested to a programme agreed with the Buyer. The Supplier shall coordinate the BCDR Plan with the Buyer and utilities providers;

12.4.7.	Ensure its BCDR Plan is executed as planned with due expediency following the loss of one or more energy supplies. The Supplier shall inform the Buyer of all scheduled interruptions to any energy supply if it may affect the Buyer's operations; 

12.4.8.	Develop a preliminary BCDR plan during the Mobilisation Period and issue it to the Buyer within 60 days from the Contract Effective Date for approval by the Buyer. The Supplier shall ensure that as a minimum, the preliminary BCDR plan includes a detailed communication plan, details of Supplier Key Staff, roles and responsibilities and contingency measures to be put in place with supply chain partners to ensure continuous delivery of the Services;  

12.4.9.	Develop their final BCDR plan and issue it to the Buyer for approval within 90 days of Contract commencement. The Supplier shall ensure that the BCDR is reviewed regularly on a minimum on a six-monthly basis; and 

12.4.10.	Ensure that details of the review are documented and issued to the Buyer and buyer’s Performance Partner for upload to the Buyer’s Digital Platform within 5 working days of completion of the review.  

12.5.	At the request of the Buyer, the Supplier shall assist in Testing the Buyer's BCDR Plan at intervals to be agreed by both Parties.

12.6.	The Buyer may require the provision of professional advice in relation to its own BCDR Plan, including the safe evacuation of premises during an emergency and the operation of emergency systems. This advice shall be of a practical nature and shall relate to the ongoing provision of the Services at each Buyer Premises.  The Supplier shall note that the acquisition and setting-up of immediate replacement accommodation shall not be required as part of this Service. 

12.7.	The Buyer's BCDR Plan is confidential and the Buyer will decide which information will be divulged to assist in the process. Any information divulged must be treated as confidential and shall not be issued to others without the written permission of the Buyer.  

12.8.	Notwithstanding paragraph 12.7., the Buyer confirms that business continuity measures shall be in place to manage any outages associated with the Buyer’s Digital Platform provider (Planon). Where these outages have the potential to impact on Supplier Services and/or pricing, these outages shall be reflected within the Supplier's BCDR / resilience plans and be agreed with the Buyer.

13	Service A:13 – Quality Management Systems

13.1.	Service A:13 – Quality Management Systems is a Core Service.

13.2.	Standard SA13 shall apply to this Service. 

13.3.	The Supplier shall have in place ISO 9001, ISO14001 and ISO 45001 accreditation. Accreditation shall be directly relevant to the delivery of the Services. 

13.4.	The Supplier shall maintain such accreditation throughout the Contract Period. 

13.5.	The Supplier shall provide the Buyer with evidence of its ISO 9001, ISO 14001 and ISO 45001 accreditation upon request at any time during the Services Period. 

13.6.	The Supplier shall implement a Buyer Premises specific Quality Management Plan in accordance with the ISO 9001 Quality Accreditation, which shall include a proposed methodology to align with the Buyer’s aims and in support the Buyer's ongoing work to achieve ISO 9001 accreditation and its related systems and for delivering continuous improvement. The plan shall include a proposed methodology for maintaining ISO 9001 accreditation, and its related systems at the Buyer Premises. The quality management plan must cover: the quality management system; management responsibility; resource management; product realisation; methods, working practices and procedures and provide the opportunity for consistent high-quality and continuous improvement. The plan shall be in place prior to the end of the Mobilisation Period and provided quarterly to the Buyer for review.

13.7.	The Supplier shall be responsible for undertaking an annual review of their quality management system with the Buyer to ensure compliance with ISO 9001 to ensure the management systems continue to be suitable, adequate and effective.

13.8.	The Supplier shall, as part of the quality management system, ensure all key Documentation controlled or uncontrolled whether in hard copy or electronic form is managed including, but not limited to:

13.8.1.		Authorisations;

13.8.2.		Issue of documents (internal and external);

13.8.3.		Management of documents;

13.8.4.		Periodic review;

13.8.5.		Update of documents;

13.8.6.		Software control including data back-up;

13.8.7.		Removal of obsolete documents;

13.8.8.		Document and data archiving;

13.8.9.		Quality audits;

13.8.10.	Drawings;

13.8.11.	Notifications of start of works and close out of works notices; and

13.8.12.	Identification of source of products used and their traceability.

13.9.	All document data shall be easily identifiable, legible and maintained in an orderly manner.

13.10.	A document log shall be maintained and updated identifying which documents form part of the quality management plan, including but not limited to:

13.10.1.	Quality manuals;

13.10.2.	Environmental documents and records;

13.10.3.	Health & Safety documents and records;

13.10.4.	O&M manuals; and

13.10.5.	Operational procedures.

13.11.	The document log shall as a minimum show document reference, description, type of document, current issue/revision, the person responsible for controlling document, updating/issuing and any approvals.

13.12.	The Supplier shall allow for providing the Buyer, upon request, with reasonable numbers of copies of Documentation.

13.13.	The appointment of independent auditors and inspection bodies shall be Approved by the Buyer prior to the commencement of any works at the Buyer Premises. Where requested by the Buyer the Suppliers quality management system shall be accredited by the UK Accreditation Service (“UKAS”).

13.14.	The Supplier shall develop and agree to their quality audit programme with the Buyer during the Mobilisation Period. The programme shall show registration body inspection visits, Buyer audits, internal Supplier assessor visits and audits delivered by independent bodies.

13.15.	The Supplier shall allow the Buyer to attend third-party surveillance visits by its registration body throughout the Service Period.

13.16.	The results, findings and actions arising from audits and inspections (third-party and internal Supplier audits) shall be summarised in the next available monthly report following the audit. Full audit reports shall be made available to the Buyer within four (4) weeks of completion of the audit, with the report made available on the digital platform within this timescale.

13.17.	The Supplier shall appoint a quality management representative who will have the authority and responsibility to ensure that the quality management plan is properly operated in accordance with the requirements of EN ISO 9001. This individual will also be expected to attend quarterly service review progress/strategy meetings. 

13.18.	The quality management representative will liaise as necessary with external assessment third parties on matters relating to the quality management plan and will be responsible for reporting on systems for review and as a basis for improvement.

13.19.	The quality representative’s responsibilities will include but not be limited to: 

13.19.1.	Ensure that the quality management plan demonstrates compliance with statutory and contractual obligations;

13.19.2.	Perform internal quality audits;

13.19.3.	Initiate quality plans and encourage the development of new procedures;

13.19.4.	Ensure Supplier Staff involved in the quality systems are issued with up-to-date information on quality issues;

13.19.5.	Maintain quality records; 

13.19.6.	Coordinate the implementation of appropriate quality and assurance systems and ensure the ongoing operation of the quality systems; and 

13.19.7.	Work collaboratively with the Buyer and the Buyer appointed Performance Partner and will ensure all processes are managed via the Buyer's Digital Platform.

13.20.	Within one year of Services Commencement the Supplier shall have obtained ISO 14001 accreditation for a multi-site, Region-wide Environmental Management System for the operations, activities and services delivered to the Buyer Premises. Such accreditation shall be maintained for the duration of the Services Period.

14	Service A:14 – Staff and Training

14.1.	Service A:14 – Staff and Training is a Core Service. 

14.2.	Standard SA14 shall apply to this Service. 

14.3.	The Supplier shall attract, recruit and retain staff to deliver the required Services and any future expansion of the required Services.

14.4.	The Supplier shall ensure that all Supplier Staff employed on the Contract are competent with regard to their assigned role and have been trained to prevailing industry recognised standards to undertake the tasks required of them. The Supplier shall not allocate Supplier Staff duties outside of their recognised skill sets. Supplier Staff shall receive appropriate training to ensure the successful and safe Delivery of the Services, these shall include but not be limited to:

14.4.1.	Interface with the digital platform and associated IT systems; 

14.4.2.	Relevant Authority to Work; 

14.4.3.	Service Delivery Plan; 

14.4.4.	Quality management plan; 

14.4.5.	Health and safety (safe system of work) plan (including relevant PTW and ATW systems); 

14.4.6.	Fire induction and regular fire safety training as defined by their FRA; and  

14.4.7.	Sustainability plan; and 

14.4.8.	All the provisions of this Schedule relevant to the duties to be performed.  

14.5.	The Supplier shall ensure that all Supplier Staff are trained in customer service skills and that this training is continued on a routine basis throughout the Contract Period. 

14.6.	All Supplier Staff shall be trained in recognising evidence of pest infestation or vermin and report any pest / vermin or evidence of pest / vermin. The training shall be programmed such that it includes induction, refresher and awareness training.

14.7.	The Supplier shall be responsible for the provision of training and refresher training to Buyer Staff including: 

14.7.1.	Communication and interface between the Buyer and the Supplier, including the use of technology to be deployed to support this process and enhance the customer experience;

14.7.2.	Business processes;

14.7.3.	Health and Safety;

14.7.4.	Use of fire-alarm testing and emergency systems; and 

14.7.5.	Site Induction training for Buyer Staff. This shall extend beyond training associated with the Services and shall also include the coordination of input from the Buyers other FM Suppliers to feed into the Buyer’s induction programme for Buyer staff; and.

14.8.	The Supplier shall ensure that all Supplier Staff are trained in customer awareness skills and that this training is continued on a routine basis throughout the Contract Period. 

14.9.	All Supplier Staff shall be trained in recognising evidence of pest infestation or vermin and report any pest / vermin or evidence of pest / vermin. The training shall be programmed such that it includes induction, refresher and awareness training. The Supplier shall ensure that training records are uploaded to the Buyer's Digital Platform for audit purposes.  

14.10.	The Supplier shall maintain appropriate staff records and training records for all Supplier Staff. The Supplier shall also maintain records of any training provided to the Buyer’s Staff. The Supplier shall provide a summary of Supplier Staff training to the Buyer on a quarterly basis, and at such other periods as may be requested, for Health & Safety meetings.

14.11.	Where requested, the Supplier shall work collaboratively with the Buyer by employing the Buyer’s Staff on a secondment basis to assist their personal development by:

1411.1.	Gaining hands-on work experience;

14.11.2.	Receiving training;

14.11.3.	Gaining professional qualifications; and

14.11.4.	Gaining experience of work in the private sector.

Costs associated with secondments of Buyer Staff to the Supplier shall be managed either via the Contract Variation process or pursuant to Call Off Schedule 4A Billable Works and Projects.

14.12.	The Supplier shall ensure that all Supplier Staff provide evidence of their right to work in the United Kingdom in line with the Immigration, Asylum and Nationality Act 2006. The cost of obtaining any such evidence shall be the responsibility of the Supplier.  

14.13.	Any supplier staff who are employed in areas where they may have contact with children or vulnerable adults must be in receipt of an enhanced level disclosure or barring check in accordance with the current legislation and guidance

14.14.	Any Supplier Staff who have not received the clearance required by the Buyer, and who are required to be at the Buyer Premises must be accompanied and supervised at all times by an individual who has the appropriate level of clearance. Costs for these escorting Services shall be at the expense of the Supplier.

14.15.	The Supplier shall collaborate with the Buyer and Buyer appointed Performance Partner to develop an induction programme for all Supplier Staff and for any relevant Buyer Staff and Buyer appointed third-party Supplier Staff, and also participate in any relevant Buyer induction programme. The Supplier’s induction programme for Supplier Staff shall be developed in accordance with the Buyer’s current policy and procedures, the content and style of delivery for which shall be Approved by the Buyer on an annual basis (and at any time when circumstances change). The Supplier shall ensure:

14.15.1.       	all new Supplier Staff involved in delivering the Services undertake the relevant components of the induction programme prior to their commencement of work at the Buyer Premises; and

14.15.2.       	details of training content and training records for Supplier Staff are issued to the Buyer appointed Performance Partner for recording within the Buyer’s Digital Platform.



14.16.	The Supplier shall investigate where two (2) more than one (1) substantiated complaint is made against any individual member of its Staff within any Month. The Supplier shall take appropriate action to mitigate future recurrence and include the complaint and action taken in the Monthly performance reports as required through the Contract with the Buyer.

14.17.	Supplier Staff shall: 

14.17.1.	Be suitably presented and wearing all required uniforms and/or appropriate work wear at all times (in line with the defined Standards). The uniforms for all disciplines will include the Buyer and Supplier’s logos incorporated into a single badge. Where Supplier Staff are dedicated to the Buyer Premises the Buyer’s logo should also be displayed alongside the Supplier’s logo. 

14.17.2.	Be responsible for the provision of all equipment, work wear, uniforms and PPE for their staff for use on the Contract.

14.17.3.	Present a welcoming image at all times. 

14.17.4.	Ensure the approval of the aforementioned uniforms and logos is sought from the Buyer in advance of uniform manufacture during the Mobilisation Period. 

14.17.5.	Ensure any changes to the agreed design of the uniforms are Approved by the Buyer prior to implementation. Supplier’s Subcontractors shall be expected to wear the Supplier’s uniforms at all times whilst working at the Buyer Premises. 

14.17.6.	Be responsible for the provision of all equipment, work wear, uniforms and PPE for their staff for use on the Contract. All uniforms purchased for the purpose of the Contract shall meet Government Buying Standards for textiles. Further details of uniform requirements will be provided during the mobilisation period.

14.18.	The Supplier's Staff shall at all times:

14.18.1.	Be courteous at all times to Building Users, public and other persons with whom their duties bring them into contact;

14.18.2.	Be medically fit for the work that they are required to undertake;

14.18.3.	Not be on duty if under the influence of alcohol or drugs or other debilitating substances.

14.19.	Supplier Staff shall wear visible identification at all times whilst on Buyer Premises. This identification will take the form of a Buyer Approved name badge bearing the individual’s first name and the team they form part of, along with Supplier specific uniforms and identification. Badge format shall be agreed by the Buyer and Supplier during the Mobilisation Period and will be consistent for all Services.  

14.20.	The Supplier shall demonstrate that it provides Supplier Staff access and opportunity to accredited training for nationally recognised scheme(s), for example, National Vocational Qualifications (NVQs)

14.21.	The Supplier shall release Supplier Staff as may be required from time to time to attend obligatory training in accordance with an agreed programme. The Supplier shall at its own expense provide suitably trained replacement Supplier Staff so as not to compromise the level of quality of service delivery.

14.22.	To ensure there is a continuity of Services holiday cover is to be provided for planned absences from Site at all times and included with the fixed fee.

14.23.	All Supplier Staff and Subcontractors must conform to and uphold the Buyer’s policies and procedures in undertaking their duties and whilst on the Buyer Premises. This includes but is not limited to behavioural standards, smoking policy and equal opportunities and diversity policy. The Buyer’s policies and procedures shall be made available from time to time.

14.24.	The Supplier shall ensure the Buyer is continuously updated with the names of Supplier Staff, including their Subcontractor and consultants, agencies and their staff who are permanently allocated to the Buyer Premises. This shall include details of Supplier vacancies, recruitment campaigns and any changes made by exception by the Supplier. Details shall be reported monthly to the Buyer via the monthly management performance report. 

14.25.	The Buyer will be provided with the opportunity to take part in the interviews for key senior roles within the Supplier’s core service delivery team. The Supplier will provide the Buyer an opportunity to feed into the final selection of the aforementioned roles.

14.26.	The Buyer shall retain the right (in its sole discretion) to refuse to accept any member of Supplier Staff proposed by the Supplier (including but not limited to the senior Key Staff) if in its opinion such member of Supplier Staff is/are not appropriate or otherwise not acceptable. In such circumstances, the Supplier shall promptly provide replacement Supplier Staff at its own cost.

14.27.	The Buyer requires the proposed Supplier Staff shifts at the Buyer Premises, to be presented for Approval during the Mobilisation Period and thereafter when shifts change. These shall be reviewed jointly between the Supplier and the Buyer no less frequently than annually to ensure shifts continue to meet service requirements.

14.28.	The Supplier shall ensure and maintain the well-being of Supplier Staff allocated to the Contract at all times. The Supplier shall also ensure that Supplier Staff shift patterns are suitably structured to maintain performance Standards.

14.29.	The Supplier shall submit to the Buyer at least quarterly an up to date training matrix for the year identifying the training which has taken place, the training due to take place as well as the in-date training of each member of Supplier Staff, including Supplier appointed subcontracted Staff.  

14.30.	The Supplier shall keep, for the duration of the Contract, an electronic record of the hours worked by all Supplier Staff in the provision of the Services. The following information shall be recorded and available to the Buyer for inspection at any reasonable time:

14.30.1.	The name of the member of Supplier Staff attending;

14.30.2.	Actual attendance dates and times;

14.30.3.	A breakdown of activities for the hours worked week by week for each of the following categories;

14.30.4.	Hours worked on planned, scheduled and periodic duties;  

14.30.5.	Hours worked on reactive requests (for example, reactive maintenance and including emergency maintenance/ call-outs) duties; and

14.30.6.	Hours worked on escorting, coordination, operation and supervisory duties.

14.31.	The Supplier shall provide appropriate mobile communications devices to all Supplier Staff as required in order to maintain proactive and responsive service standards.

14.32.	Where devices such as mobile phones, tablets or PDAs are used to deliver the Services, the Supplier must give consideration to their environment, and such devices must be used discreetly.

14.33.	The Supplier shall ensure that no Supplier Staff undertake work at the Buyer Premises without confirmation of the following:

14.33.1.	the individual is an employee of the Supplier;

14.33.2.	the individual is an employee of an Approved Subcontractor;

14.33.3.	the individual has provided evidence of their right to work in the United Kingdom in line with the Immigration, Asylum and Nationality Act 2006.

14.33.4.	the individual is BPSS checked/SC checked in accordance with the requirements of the role;

14.33.5.	the individual has completed all site induction training, with details recorded within the Buyer’s Digital Platform via Supplier updates to the Buyer appointed Performance Partner; and

14.33.6.	the individual has signed in and wears suitable Supplier/visitor identification.

14.34.	The Buyer shall reserve the right to refuse access by any individual to the Buyer Premises or have any member of Supplier Staff removed from the Buyer Premises without notice.

14.35.	The Supplier shall keep, for the duration of the Contract, an electronic record of the hours worked by all Staff in the provision of the Services and the total number of hours worked during the week/month for the Supplier, including hours worked for other customers of the Supplier. 

14.36.	The Supplier shall ensure that staff deployed on the Contract have rest periods assigned in accordance with the Working Time Directives.

15	Service A:15 - Selection and Management of Subcontractors

15.1.	Service A:15 – Selection and management of Subcontractors is a Core Service. 

15.2.	Standard SA15 shall apply to this Service. 

15.3.	The Supplier is required to actively manage all aspects of Sub-Contract involvement in the Contract to ensure that all Services received reflect that required under the Contract. Key aspects of the role include the Services set out below:

15.3.1.	Protecting the Buyer's agreed contractual position and ensuring that the agreed allocation of risk is maintained and that value for money is achieved from the Contract;

15.3.2.	Ensuring that all Subcontractors operate a Safe System of Work and that all activities at the Buyer Premises are delivered in compliance with the Supplier’s Health and Safety policy statement and Management Plan;

15.3.3.	Performance monitoring against agreed KPIs;

15.3.4.	Benchmarking and market testing of Services against the provision from other Service providers;

15.3.5.	Problem solving and Dispute (prevention and) resolution where issues exist;

15.3.6.	Auditing and inspecting the Subcontractors' work, ensuring that they comply with the contractual requirements on quality, pricing, Health and Safety, environmental and legislative requirements;

15.3.7.	Establish and maintain appropriate records and information management systems to record and manage the performance of the Subcontractors;

15.3.8.	Receiving, checking and authorising invoices for payment for additional Services (Billable Works); and

15.3.9.	Monitoring Subcontractors' approach to rectifying defects;

15.3.10.	As far as practical, ensure that all materials used by any Subcontractors, or items transferring to the Buyer ownership, meet or exceed Good Industry Practice standards; and

15.3.11.	Managing communication between the Buyer and Subcontractors working at the Buyer Premises.

15.4.	The Supplier shall warrant that all Subcontractors carry adequate insurance and that they are legally and professionally compliant in all activities whilst undertaking works at the Buyer Premises. The Supplier shall demonstrate unequivocally the acceptance of these issues.

15.5.	The Supplier shall develop, implement and maintain an appropriate supply chain management system which shall be part of their ISO 9001 QMS including procedures for validating and accepting new service suppliers using as a minimum the following criteria:

15.5.1.	Previous experience, technical skills/competence and appropriate qualifications;

15.5.2.		Capability of providing the Services required;

15.5.3.		Understanding of the Services requirements;

15.5.4.		Ability to meet response priorities;

15.5.5.		Number of Supplier Staff involved in undertaking the Services; 

15.5.6.		Any work to be Subcontracted;

15.5.7.	Policy for ensuring continuity of Supplier Staff (including security clearance and vetting policies);

15.5.8.		Proposed management and operation structure;

15.5.9.		Materials and spares acquisition procedures;

15.5.10.	Health & Safety (including any prior or pending prosecutions by the Health & Safety executive);

15.5.11.	Finance;

15.5.12.	Insurance;

15.5.13.	References;

15.5.14.	Periodic service supplier performance review; and

15.5.15.	Feedback of performance back to the person responsible for the procurement of external services.

15.6.	The Supplier shall submit for prior Approval to the Buyer a list of companies it proposes to employ as Sub-Contractors, detailing their scope. The Supplier shall maintain an Approved Subcontractors list that has been agreed with and is specific to the Buyer.

15.7.	The Supplier will monitor performance to ensure Subcontractor capability matches specific work requirements (technical, quality and financial) and maintain records of all performance monitoring and auditing activity.

15.8.	The Supplier shall be responsible for the day-to-day management, administration and supervision of all Subcontractors including but not being limited to:

15.8.1.	Planned, periodic, scheduled and reactive visits (during and outside of Operational Working Hours);

15.8.2.	Review, management and control of risk assessments; 

15.8.3.	Review, management and control of method statements; and

15.8.4.	Management of access and PTW processes.

15.9.	Before any work to be carried out by Sub Contractors or other agencies (e.g. insurance inspectors) is commenced, the Supplier shall ensure:

15.9.1.	All tasks and actions have been made subject to risk assessment and method statements and these are reviewed to ensure that the documents are suitable for the task(s) at hand and are compliant with all Health and Safety and the Buyer requirements.

15.9.2.	Supplier Staff engaged in the work possess the relevant skills, qualifications and accreditations to undertake the works.

15.10.	All works are to be inspected and signed off by the Supplier and, if required, the Supplier shall manage the resolution of all snagging and defects.

15.11.	The Supplier shall ensure that each Subcontractor appoints a competent person who will be responsible for the management and performance of each Subcontract.  

15.12.	For each Subcontract, the Supplier shall on request by the Buyer, report on the following:

15.12.1.	Planned, scheduled and periodic works undertaken;

15.12.2.	Reactive works undertaken;

15.12.3.	Standards achieved;

15.12.4.	Details of audits undertaken;

15.12.5.	Details of recurring failures; reasons for failure, actions taken to reduce the incidents of failure and any future works required;

15.12.6.	Details of relevant insurances; 

15.12.7.	Warranty information; and

15.12.8.	Attendance records versus scheduled dates.

15.13.	The Supplier’s Subcontractors and suppliers shall have the same or better payment terms as the Supplier has with the Buyer. 

15.14.	The Supplier shall ensure that the Buyer has the ability to carry out audits of the Supplier’s Subcontractors. The Supplier shall provide all necessary assistance as and when required by the Buyer when planning and undertaking these audits including participation at these audits.

16	Service A:16 - Property Information Mapping Service ("EPIMS")

16.1.	Service A:16 - Property Information Mapping Service ("EPIMS") is a Core Service.

16.2.	Standard SA16 shall apply to this Service. 

16.3.	The Buyer may require the Supplier to maintain up-to-date, accurate metrics including cost and performance data on its behalf.

17	Service A:17 – Sustainability

17.1.	Service A:17 – Sustainability is a Core Service. 

17.2.	Standard SA17 shall apply to this Service. 

Sustainability Management Plan	

17.3.	The Supplier shall be responsible for the development and maintenance of a Sustainability Management Plan which shall cover all in-scope FM Services.  

Buildings	

17.4.	The Supplier shall ensure that where they have a responsibility to deliver project works on behalf of the Supplier, all new buildings meet the BREEAM or equivalent schemes excellent standard, and that retrofits meet the very good standard.

17.5.	The Supplier shall provide the availability of a professional BREEAM assessor service, provided by licensed BREEAM assessors on all matters relating to the BREEAM assessment of the Buyer Premises if required by the Buyer. This Service shall be upon request and by mutual agreement between the Buyer and the Supplier and be managed via Call-Off Schedule 4A – Billable Works and Projects. The scope of any advice provided shall include:

17.5.1.	Reduction in running Costs;

17.5.2.	Measurement and improvement of the performance of Buyer Premises;

17.5.3.	Empowerment of staff;

17.5.4.	Development of action plans; and

17.5.5.	Reporting of performance.

17.6.	The Supplier shall notify the Buyer in writing of the potential implications of not implementing the recommendations of any advice given.

Energy Management	

17.7.	The Supplier shall:

17.6.1.	Take account of and comply with the Buyer’s energy strategy and action plan and its targets under the Greening Government Commitments and any subsequent Government policy;

17.6.2.	Work with the Buyer to meet external and internal targets for reducing energy consumption. The Supplier shall make recommendations to the Buyer of any works/strategies which could be implemented to improve energy efficiency and reduce consumption at the Buyer Premises as is reasonably practical;

17.6.3.	Ensure that all energy-consuming plant under its jurisdiction or control is maintained to operate at optimum efficiency and all fuels, gas, electricity is used economically, in accordance with any operational policies issued by the Buyer;

17.9.4.	Support the Buyer’s initiatives for energy-saving strategies, including separate heating, lighting and ventilation that contribute toward the Buyer’s strategies to maximise benefits associated with carbon net zero and smarter working practices

Energy and utilities management bureau Services	

[bookmark: _heading=h.qsh70q]17.7.	The Supplier shall provide metre reading Services across all Buyer Premises and shall ensure all metre reading data is recorded within the Buyer’s Digital Platform. The Supplier shall note that where smart metres are not in place at a Buyer Premise so that physical attendance is required, the Buyer intends to adopt a new reporting tool for capturing metre readings, which may involve the use of a template or the use of digital solution. Further information on this initiative, as well as details of smart meters data to be captured and any changes to the Services and/or pricing (as applicable)  will be provided during the Mobilisation Period.  Any agreed adjustments to costs for delivering these Services will be managed via the Contract Variation process.

17.8.	In addition to the metre reading Service, where requested by the Buyer, the Supplier may be required to provide, operate and manage an Energy and Utilities Management Bureau in support of the Buyer’s objectives to reduce water consumption, energy consumption and minimise associated carbon emissions.  Where these Services are required, the addition of the Services will be managed via the Contract Variation process.

17.9.	As an option the Supplier shall ensure effective interfaces exist with all key stakeholders and be responsible for the provision of expert technical expertise, monitoring, targeting and analysis of all energy and water consumption data at Buyer Premises, Regional and individual Premise level.

17.10.	All related activities and data shall be managed and recorded via the Supplier’s Systems Service Desk however any activities and data required by the Buyer shall be uploaded to the digital platform.

17.11.	As an option, the Supplier shall be responsible for the provision of professional Services supplying proven data, expert technical advice and information to the Buyer, including:

17.11.1.	Provision of an invoice verification service for the payment of all energy and water bills. This service will attract a fee per completed transaction and will be further defined and agreed during the Mobilisation Period; 

17.11.2.	Reporting on energy and water consumption at Contract, regional, area and business unit level;

17.11.3.	Benchmarking and comparison of energy and water related Services across the whole of the Buyer Premises; 

17.11.4.	Issue of recommendations on potential utility and carbon saving initiatives; that contribute toward the Buyer’s strategies to maximise benefits associated with carbon net zero and smarter working practices;

17.11.5.	Identification of areas where there are excessive energy or water use in a Buyer Premises; 

17.11.6.	Identification, evaluation and prioritisation of viable opportunities for renewable energy generation;

17.11.7.	Monitoring and reporting on the effectiveness of completed energy or water saving initiatives;

17.11.8.	Accurate reporting against the relevant Greening Government Commitment Targets and wider reporting requirement as specified by the Buyer to remain legislatively compliant; and 

17.11.9.	Targeting and project planning future energy and water management initiatives.

17.12.	The Supplier shall ensure that all energy and water related data is reported via and stored within the Systems Service Desk and where required by the Buyer uploaded to the digital platform.

17.13.	The Supplier shall be responsible for undertaking a survey of the Buyer Premises to identify and assess existing utility metering provision, energy targeting and benchmarking regimes and shall provide recommendations to the Buyer in the agreed format. 

17.14.	Further details of the Services required and associated pricing arrangements shall be defined during the Mobilisation Period. 

17.15.	The Supplier shall ensure that the consumption of energy and utilities are minimised whilst maintaining the Buyer building users’ comfort and that these Services shall be provided in accordance with the Buyer’s requirements for sustainable development.

Energy efficiency plans	

17.16.	As an option, the Supplier shall develop an energy efficiency plan with a tool to measure the energy efficiency of the Buyer Premises against the original energy efficiency predictions of the design if required by the Buyer.

17.17.	The format and structure of the energy efficiency plan must be agreed with the Buyer at the Call-Off Start Date during the Mobilisation Period and shall include:

17.17.1.	Design stage energy end-use analysis;

17.17.2.	Measurement and verification process which details sub-meters and the mechanisms for dealing with any loss of data, assumptions or interpolations made in the case of missing or incomplete data;

17.17.3.	Initial baseline energy model;

17.17.4.	Actions to be taken to reduce energy consumption and carbon emissions and ensure effective implementation, with clearly identified responsibilities of relevant parties;

17.17.5.	Initial baseline energy model;

17.17.6.	Actions to be taken to reduce energy consumption and carbon emissions and ensure effective implementation, with clearly identified responsibilities of relevant parties;

17.17.7.	Final baseline energy model (produced at financial close of each year); and

17.17.8.	Predicted energy use and associated carbon emissions for the Buyer Premises in a format similar to a Display Energy Certificate ("DEC") rating (including regulated and unregulated emissions).

17.18.	The Supplier shall develop the energy efficiency plan over the Contract Period to utilise best practice tools for continuous benchmarking, measurement and verification, and reporting protocols including TM22 2012, Carbon Buzz and iSERVcmb.

17.19.	The Supplier shall develop an energy efficiency plan with a tool to measure the energy efficiency of the Buyer Premises against the original energy efficiency predictions of the design if required by the Buyer.

17.20.	The format and structure of the energy efficiency plan must be agreed with the Buyer at the Contract Date.

Energy Efficiency Directive Article 6:	

17.21.	The Supplier shall ensure and agree with the Buyer that appliances and other energy-using products purchased for the Contract meet the Default standard within Annex III of the Energy Efficiency Directive Article 6, unless the appliance or product is not:

17.21.1.	Cost-effective over the lifecycle of those products;

17.21.2.	Economically feasible to buy the product because of substantial additional upfront Costs. This is a strict test and small additional upfront Costs are not sufficient to allow a deviation from the Default;

17.21.3.	Technically suitable;

17.21.4.	Consistent with wider sustainability objectives; and/or

17.21.5.	Viable within the constraints of effective competition of purchasing equipment.

Water management	

17.22.	The Supplier shall take account of and comply with the Buyer’s water strategy and action plan and its targets and commitments under the Greening Government Commitments policy.

17.23.	The Supplier shall be aware of and comply with existing and future water-related statutory requirements and legislation put in place by any relevant Central Government Body. The Supplier shall take responsibility for building water consumption and efficiency and to work with the Buyer to strive to meet external and internal targets for reducing water consumption.

[bookmark: _heading=h.35nkun2]17.24.	Where requested by the Buyer, the Supplier shall manage the Buyer’s water management software in order to provide all reports and volumetric data relating to water. The Supplier shall:

17.24.1.	Analyse building water consumption and make recommendations to the Buyer on how to improve the efficiency and performance of buildings. This shall include all aspects of performance, for example, installing water-efficient technologies to enacting behavioural change; and

17.24.2.	Keep a schedule of potential and recommended water efficiency projects which could be implemented given the required funding, including the value of reduced water use.  This shall be kept up-to-date in order that the Buyer can quickly match new funds to a number of projects, should such funding become available.

17.25.	Further details of these requirements and details of pricing will be provided by the Buyer during the Mobilisation Period. 

Waste prevention and management	

17.26.	The Supplier shall take responsibility for waste management deriving from the Services and work with the Buyer and Soft FM Supplier to strive to meet external and internal targets for the reduction of waste and to develop sustainable ways of achieving zero waste to landfill and continuous improvements as advances in technology arise.

17.27.	The Supplier shall provide information to the Buyer on the methods of disposal of waste, showing clear evidence of using disposal methods that are environmentally preferable (if required by the Buyer). The Supplier shall assure that as much of the waste as possible will be recycled or used for energy recovery, rather than sent to landfill.

Waste minimisation plan	

17.28.	Working in conjunction with the Buyer and the Soft FM Supplier the Supplier shall be responsible for:

17.28.1.	The uplifting and disposal of all waste materials in relation to the delivery of the Services;

17.28.2.	Developing during the Mobilisation Period a waste minimisation plan to reduce product consumption by rethinking the need, redeploying, repairing, refurbishing, leasing and/or hiring Assets as appropriate using a formal mobile Asset management plan;

17.28.3.	Review and update the waste minimisation plan no less frequently than annually.

Waste hierarchy and waste segregation	

17.29.	The Supplier shall collect and dispose of all of the waste in line with the waste hierarchy and best practice.

17.30.	The following waste hierarchy shall apply:

17.30.1.	Prevent;

17.30.2.	Prepare for reuse;

17.30.3.	Recycle;

17.30.4.	Other recovery; and

17.30.5.	Disposal.

17.31.	The Supplier shall provide a waste diversion report for the Month and cumulatively year-to-date.

Waste transfer notes/certificates of destruction	

17.32.	A full audit trail of waste management shall be maintained by the Supplier and waste handling must be compliant with the Environmental Agency guidelines.

17.33.	The Supplier shall agree with the Buyer the process relating to the retention of certificates of destruction.

Waste collection	

17.33.	The Supplier shall: 

17.33.1.	Ensure that waste carriers at the Buyer Premises remain authorised at all times and will ensure they renew their licences promptly. If at any time the waste carrier’s licence or an environmental permit is withdrawn or revoked, the Supplier must inform the Buyer immediately and cease any further movement of waste until they become authorised again;

17.33.2.	Ensure that transport carbon emissions are minimised by optimising collections and ensuring that transportation schedules are planned to reduce carbon emissions and/or through the use of well maintained, low emission vehicles (e.g. electric vehicles);

17.33.3.	Ensure that all Supplier Staff responsible for collecting waste are trained and adhere to the Buyer’s Health and Safety and environmental policies; and

17.33.4.	Consider the potential for products to be re-deployed elsewhere, for example, establishing links with local charities who may be able to assist with the re-use and reallocation or recycling of surplus furniture and storage products that are no longer required by the Buyer; and

17.33.5.	If the products are to be disposed of, this shall be done through an authorised treatment operator with a focus on re-use, component recovery or material recovery in preference to recycling.

Recycling	

17.34.	The Supplier shall comply with the FM Service Standards in relation to recycling requirements unless otherwise specified by the Buyer.

Duty of care Documentation 	

17.35.	Prior to any waste removals from the Buyer’s custody a signed waste transfer note, season ticket or a hazardous waste consignment note must be prepared. The Supplier shall ensure that this Documentation is completed correctly and submit the consignee’s returns to the producer as required by the legislation.

17.36.	It is recommended that the Supplier use the eDoc system or suitable equivalent. 

Environmental management materials	

17.37.	The Supplier shall bring packaging waste in line with Government initiatives by:

17.37.1.	Influencing packaging recovery and recycling rates, and so reduce the amount of packaging disposed into landfill; 

17.37.2.	Identifying and promoting the use of alternatives to single-use plastics within their Service delivery solutions; and   

17.37.3.	Engaging in the Consumer Single-Use Plastics (CSUP) elimination scheme to progressively phase out CSUP from the Contract by 31 December 2019. Changes relating to this shall be cost-neutral, either directly, or through savings elsewhere in the supply chain or in the waste management process. 

Timber	

17.38.	The Supplier shall procure all timber and timber products from responsible sources in accordance with the UK Government Timber Procurement Policy or be recycled. No timber shall be procured if it is protected by international agreements such as the Convention on International Trade in Endangered Species of Wild Flora and Fauna ("CITES") or if its composition or origin are not known.

17.39.	All timber and wood-derived products must be compliant with all relevant UK legislation e.g. EU Timber Regulations and with the requirements of the CITES.

17.40.	The Supplier shall ensure that procedures are established to monitor and verify the procurement of all timber products and so ensure Government policies are adhered to. The information collected by the Supplier must include: the type of evidence used to verify compliance (Category A or Category B), if Category A the chain of custody certificate number and confirmation that the invoice and delivery note specifies Category A (FSC or PEFC) for each relevant product and chain of custody number; and volume data. CPET can provide templates for gathering this information. This information shall be held by the Supplier until requested by the Authority (for example, the name of the plantation that provided the timber; a copy of the forestry policy held by the plantation; shipping documents confirming the timber Supplier obtained the timber from that source; and volume data). This shall be held by the Supplier until requested by the Buyer.

17.41.	The Supplier shall ensure all timber is treated in accordance with the relevant British Standard.

17.42.	The Supplier shall reduce paper usage through behavioural change and the use of dedicated technologies. This shall include Suppliers and Subcontractors setting up their systems to Default to double-sided printing when using the Buyer’s systems.

Recycled Materials	

17.43.	The Supplier shall ensure that products purchased contain a high proportion of recycled content where available.

Hazardous materials	

17.44.	The Supplier shall avoid the use of hazardous substances including substances that are radioactive, flammable, explosive, toxic, corrosive, bio hazardous, oxidisers, asphyxiates, pathogens or allergens.

17.45.	On the occasions where there are no alternatives, hazardous materials must be stored, used and disposed of in accordance with the instructions of the product Control of Substances Hazardous to Health ("CoSHH") regulations and all relevant legislation.

17.46.	The Supplier shall ensure that all internal finishes, including solvents and paints are inert and meet best practice Standards for using low levels of Volatile Organic Compounds ("VOC") during their manufacture.

17.47.	The Supplier shall use products that contain low levels of solvents or are solvent-free, such as water-based paints, varnishes and/or glues.

17.48.	The Supplier shall prohibit the use of lead-based paints and primers.

17.49.	All materials procured for the buildings shall contain or have been produced using no Ozone Depleting Potential ("ODP") or Global Warming Potential ("GWP") compounds.

17.50.	All refrigerants used within the Buyer Premises shall have a GWP of less than five (5).

17.51.	All equipment containing refrigerants shall be monitored and maintained with this process detailed within a dedicated maintenance strategy. Records and output reports shall be stored securely and linked to the space location and componentry associated to the Asset through the Asset information requirements.

17.52.	No Chlorofluorocarbons ("CFCs") shall be used upon the Buyer Premises in line with the Montreal Protocol. The Supplier shall also prohibit the use of Hydro-chlorofluorocarbons ("HCFCs"). If equipment containing these materials is detected upon the estate, the Supplier shall maintain and/or phase out this equipment in line with the relevant legislation.

17.53.	The Supplier shall ensure that the Buyer is notified of all accidental emissions of ozone depleting substances and fluorinated greenhouse gases in equipment for which it is responsible.

Transport	

17.54.	The Supplier shall work to reduce the amount of travel undertaken by Supplier Staff and third-party suppliers by combining deliveries of Goods to each Buyer Premises.

17.55.	The Supplier shall provide monitoring to benchmark the performance of each Buyer Premises and report on its overall transport usage against internal targets and the Greening Government Commitments targets.

17.56.	The Supplier may be requested to collect and provide the appropriate data to the Buyer on a Monthly basis.

17.57.	The Supplier shall maintain records of actions taken to reduce the impact of transport. This will allow the Buyer to share effective strategies across its regions.

17.58.	The Supplier shall ensure that any vehicle purchases used (or predominantly used) by the Supplier for the purpose of providing the Services are in compliance with the GBS for transport.

Energy and utility services	

17.59.	The Supplier and their Subcontractors shall be entitled to free use of energy and utility supplies, including electricity, gas and water provided that the use of such supplies is directly related to the service delivery requirements of the Buyer Premises and that they are economically used.

17.60.	The Buyer reserves the right to charge the Supplier for any misuse of supplies which are identified in the course of performing required duties at the Buyer Premises. Such charges will be deducted from the Supplier’s monthly invoice.

17.61.	For the avoidance of doubt, the Supplier’s waste and packing responsibilities under paragraphs 17.37 to 17.59 of this Specification relate to all waste and/or packaging and material generated in relation to the in-scope Services provided by the Supplier.

18	Service A:18 – Social Value

18.2.	Service A:18 – Social Value is a Core Service. 

18.3.	Standard SA18 shall apply to this Service. 

18.4.	The Public Services (Social Value) Act 2012 requires public authorities to have regard to economic, social and environmental wellbeing in connection with public services contracts and for connected purposes as well as allowing for national and local strategies around this area. The Buyer recognises the training and employment opportunities that the delivery of the Services can create for the wider community, including the use of SMEs, and beyond and throughout the Contract Period. In line with the Buyer’s strategic objectives, the Contract also has the potential to drive significant initiatives relating to regeneration, sustainability and social benefits. The Supplier is therefore required to work in partnership with the Buyer to deliver community benefits where possible.

18.5.	Social Value requirements are expressed in general terms. The Supplier shall be given the freedom to provide proposals that best fit their delivery structure and procedures. The Supplier shall be responsible for developing and maintaining a Social Value Plan and associated Social Value Output Schedules set out in Annex Z for approval with the Buyer and for recording and reporting performance against agreed Social Value scorecards. These initiatives shall include, but should not necessarily be limited to:

[bookmark: _heading=h.1y810tw]18.5.1.	Creating supply chain opportunities for SMEs. The Supplier shall note the requirements for SMEs set out in Call-Off Schedule 4 – Facilities Management and shall propose initiatives and produce and maintain an SME report in accordance with these requirements;

18.5.2.	Appointment of apprenticeships;

18.5.3.	Providing additional opportunities for individuals or groups facing greater social or economic barriers;

18.5.4.		Supporting work placements to school children and young adults;

18.5.5.		Recruitment of locally engaged labour;

18.5.6.		Recruitment of long-term unemployed labour;

18.5.7.		Recruitment of NEET’s labour; 

18.5.8.		Recruitment of local supply chain partners;

18.5.9.		Procurement and sourcing of sustainable Services and products; 

18.5.10.	Encouraging ethical and fair-trade procurement; and 

18.5.11.	Encouraging community engagement.

Community benefits	

18.6.	The Supplier shall ensure that they adopt a positive stance on delivering community benefits throughout the life of the Contract.



The public sector in the UK	

18.7.	The public sector in the UK is committed to the Delivery of high-quality public services, and recognises that this is critically dependent on a workforce that is well rewarded, well-motivated, well-led, has access to appropriate opportunities for training and skills development, are diverse and is engaged in decision making. These factors are also important for workforce recruitment and retention, and thus continuity of service. 

18.8.	Public bodies in the UK are adopting fair work practices, which include:

18.8.1.	A fair and equal 'pay policy' that includes a commitment to supporting the Real Living Wage, including, for example, being a 'Real Living Wage Accredited Employer';

18.8.2.	Clear managerial responsibility to nurture talent and help individuals fulfil their potential, including for example, a strong commitment to 'Modern Apprenticeships' and the development of the UK’s young workforce; 

18.8.3.	Promoting equality of opportunity and developing a workforce that reflects the population of the UK in terms of characteristics such as age, gender, religion or belief, race, sexual orientation and disability; 

18.8.4.	Support for learning and development; stability of employment and hours of work, and avoiding exploitative employment practices, including, for example, no inappropriate use of zero-hours contracts; 

18.8.5.	Flexible working (including, for example, practices such as flexi-time and career breaks) and support for family-friendly working and wider work-life balance; and

18.8.6.	Support progressive workforce engagement, for example, Trade Union recognition and representation where possible, otherwise alternative arrangements to give staff an effective voice.

18.9.   To ensure the GPA meets its public sector equality duty, the Supplier shall have a written equality and diversity policy to help ensure it and its subcontractors are compliant with employment law provisions in the UK Equality Act (2010). The Supplier’s Equality, Diversity and Inclusion Policy shall demonstrate their commitment to:

18.9.1. Provide equality, fairness and respect for all in our employment, whether temporary, part-time or full-time



18.9.2. Not unlawfully discriminate because of the Equality Act 2010 protected characteristics of age, disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race (including colour, nationality, and ethnic or national origin), religion or belief, sex and sexual orientation;



18.9.3. Oppose and avoid all forms of unlawful discrimination. This includes in pay and benefits, terms and conditions of employment, dealing with grievances and discipline, dismissal, redundancy, leave for parents, requests for flexible working, and selection for employment, promotion, training or other developmental opportunities;



18.9.4. Encouraging equality, diversity and inclusion in the workplace as they are good practice and make business sense;



18.9.5. Creating a working environment free of bullying, harassment, victimisation and unlawful discrimination, promoting dignity and respect for all, and where individual differences and the contributions of all staff are recognised and valued;



18.9.6. This commitment shall include training managers and all other employees about their rights and responsibilities under the equality, diversity and inclusion policy. Responsibilities include staff conducting themselves to help the organisation provide equal opportunities in employment, and prevent bullying, harassment, victimisation and unlawful discrimination;



18.9.7. The Policy should: 

18.9.7.1 	Enable all staff to understand they, as well as their employer, can be held liable for acts of bullying, harassment, victimisation and unlawful discrimination, in the course of their employment, against fellow employees, customers, suppliers and the public;



18.9.7.2.	Take seriously and have clear protocols for managing complaints of bullying, harassment, victimisation and unlawful discrimination by fellow employees, customers, suppliers, visitors, the public and any others in the course of the organisation’s work activities;



18.9.7.3. 	Such acts will be dealt with as misconduct under the organisation’s grievance and/or disciplinary procedures, and appropriate action will be taken. Particularly serious complaints could amount to gross misconduct and lead to dismissal without notice;



18.9.7.4. 	Further, the policy shall:



18.9.7.5. 	Make clear that sexual harassment may amount to both an employment rights matter and a criminal matter, such as in sexual assault allegations. In addition, harassment under the Protection from Harassment Act 1997 – which is not limited to circumstances where harassment relates to a protected characteristic – is a criminal offence;



18.9.7.6. 	Make opportunities for training, development and progress available to all staff, who will be helped and encouraged to develop their full potential, so their talents and resources can be fully utilised to maximise the efficiency of the organisation;


18.9.7.7. 	 Decisions concerning staff being based on merit (apart from in any necessary and limited exemptions and exceptions allowed under the Equality Act);



18.9.7.8. 	Review employment practices and procedures when necessary to ensure fairness, and also update them and the policy to take account of changes in the law;



18.9.7.9. 	Monitor the make-up of the workforce regarding information such as age, sex, ethnic background, sexual orientation, religion or belief, and disability in encouraging equality, diversity and inclusion, and in meeting the aims and commitments set out in the equality, diversity and inclusion policy;



18.9.7.10. 	Monitoring will also include assessing how the equality, diversity and inclusion policy, and any supporting action plan, are working in practice, reviewing them annually, and considering and taking action to address any issues;



18.9.7.11.	The equality, diversity and inclusion policy shall be fully supported by senior management and agreed with trade unions and/or employee representatives and/or affiliated groups specific to the nature of these contracts and labour base and providing alternative arrangements to give staff an effective voice as appropriate; and



[bookmark: _heading=h.4i7ojhp]18.9.7.12.	Suppliers shall recognise the principles of the Good Work Plan and the recommendations from the Taylor Review and shall ensure their employee's voices are able to be heard. The principles of the Good Work Plan and the recommendations from The Taylor Review can be accessed via the below links:



· Good Work Plan

· Taylor Review;



18.10. Details of the organisation’s grievance and disciplinary policies and procedures should be accessible by employees at all times. This includes with whom an employee should raise a grievance.

18.10.1. 	Use of the organisation’s grievance and/or disciplinary procedures does not affect an employee’s right to make a claim to an employment tribunal within three months of the alleged discrimination.

18.11.	In order to ensure the highest Standards of service quality in this Contract the public bodies in the UK expect Suppliers to take a similarly positive approach to fair work practices as part of a fair and equitable employment and reward package.

18.12	Suppliers must provide a carbon reduction plan that meets the required standard and utilises the template provided  at Annex NN carbon reduction plan template. This carbon reduction plan must be agreed with the Buyer during the Mobilisation Period and before the Call-Off Initial Period commences.

Work Package B – Contract Mobilisation	

19	Service B:1 – Contract Mobilisation

19.1.	Service B:1 – Contract Mobilisation is a Core Service. 

19.2.	Standard SB1 shall apply to this Service. 

19.3.	The Mobilisation Period will be a period of five (5) months prior to service commencement with the specific Mobilisation Period timescales to be confirmed by the Buyer for each Buyer Premises. The legal rights and obligations of the Supplier during this period are those stipulated in the Contract. The aim of the Mobilisation Period is for the Supplier to:

19.3.1.	Establish a partnering approach to working with the Buyer;

19.3.2.	Establish governance requirements for the management of the Contract;

19.3.3.	Familiarise themselves with the Buyer Premises;

19.3.4	Ensure a seamless handover of services from incumbent suppliers (where applicable);

19.3.5.	Establish the technical requirements and configuration needs associated with the Buyer’s Digital Platform; 

19.3.6.	Receive, consolidate and verify BIM, as-built information, O&M information, warranty information and Asset data;

19.3.7.	Confirm, and agree with the Buyer the impact of, any variation between the as-built Asset list and the Asset list provided at the tender stage;

19.3.8.	Assist in uploading Asset lists and PPM schedules to the digital platform.

19.3.9.	Establish and test the systems and processes required to deliver the Services;

19.3.10.	Recruit and train Supplier Staff and Subcontractors required to deliver the Services;

19.3.11.	Procure the necessary equipment, materials and consumables required to deliver the Services; 

19.3.12.	Participate in testing, commissioning and acceptance activities at the Buyer Premises as part of the handover of the Buyer Premises from the Buyer’s CAT A and CAT B Works as appropriate (where applicable); and

19.3.13.	Establish performance management and monitoring systems and processes required to measure and report upon the performance of the Services.

19.4.	During the mobilisation Period, the incumbent Supplier (where there is an incumbent in place) shall retain full responsibility for all extant Services until the Service Start Date or as otherwise formally agreed with the Buyer. The incoming Supplier's full-service obligations shall formally be assumed on the Service Start Date in accordance with Attachment 4 -Order Form.

19.5.	The Supplier shall ensure: 

19.5.1.	They work cooperatively and in partnership with the Buyer, any incumbent Supplier, and other FM and Security Supplier(s), where applicable, to understand the scope of Services to ensure a mutually beneficial handover of the Services.  

19.5.2.	They work closely with the Buyer and the Buyer appointed Performance Partner to configure their chosen IT solution to ensure that a fully integrated Service, linked to the Buyer’s Digital Platform, is in place which ensures that the Supplier can discharge its contractual obligations effectively. 

19.5.3.	They utilise the Mobilisation Period in order to successfully integrate the interface between their chosen CAFM / System Service Desk solution and the Buyer’s Digital Platform to ensure full functionality. 

19.5.4.	They participate fully in all required user acceptance testing, to include the initial and ongoing testing of their chosen API and interface links with the Buyer’s Digital Platform; 

19.5.5.	They establish contingencies to help maintain Services during unplanned or unexpected occurrences; and

19.5.6.	They attend any training organised by the Buyer and / or the Buyer appointed performance Partner on the use of the Buyer's Digital Platform, in order to familiarise themselves with the functionality and offer suggestions for future scope.

Mobilisation Plan	

19.6.	The Supplier shall:

19.6.1.	Work with any incumbent Suppliers and Buyer to assess the scope of the Services and prepare a plan which demonstrates how they will mobilise the Services;

19.6.2.	Mobilise all the Services specified in the Specification within the Contract, to include the issuing of contracts and onboarding of specialist / nominated key Subcontractors;

19.6.3.	Appoint a Supplier Authorised Representative who shall be responsible for the management of the Mobilisation Period. This is to ensure that the Mobilisation Period is planned and resourced adequately, and act as a point of contact for the Buyer;

19.6.4.	Produce a Mobilisation Plan, to be agreed by the Buyer, for carrying out the requirements within the Mobilisation Period including key Milestones and dependencies;

19.6.5.	Detail how they will work with any incumbent Suppliers and the Buyer to capture and load up information such as Asset data to the digital platform;

19.6.6.	Detail how they will develop their management approach to ensure effective working relationships with other Buyer appointed regional supply chain partners are maintained and maximised to deliver best-in-class Services;   

19.6.7.	Liaise with any incumbent Suppliers to enable the full completion of the Mobilisation Period activities;

19.6.8.	Produce and implement a communications plan, to be agreed with the Buyer, including the frequency, responsibility for and nature of communication with the Buyer and end-users of the Services;

19.6.9.	Produce a mobilisation report for each Buyer Premises to encompass programmes that will fulfil all the Buyer's obligations. The format of reports and programmes shall be in accordance with the Buyer's requirements. Particular attention shall be paid to establishing the operating requirements of the occupiers in drawing up these programmes for agreement with the Buyer;

19.6.10.	Manage and report progress against a Mobilisation Plan;

19.6.11.	Construct and maintain a mobilisation risk and issue register in conjunction with the Buyer detailing how risks and issues will be effectively communicated to the Buyer in order to mitigate them;

19.6.12.	Report its findings from the Asset Verification survey and identify any variances from the Asset register provided in the Matrix of Deliverables and provide recommendations / proposed solutions to the Buyer;

19.6.13.	Attend Progress Meetings in accordance with the Buyer's requirements during the Mobilisation Period. Mobilisation meetings shall be chaired by the Buyer and all meeting minutes shall be kept and published by the Supplier; 

19.6.14.	Review access to all plant and other areas of the Buyer Premises; and

19.6.15.	Ensure that all risks associated with the Mobilisation Period are minimised to ensure a seamless change of control between any incumbent provider and the Supplier.

Interaction with stakeholders	

19.7.	The Supplier shall conduct site visits where weaknesses or inaccuracies in Asset data have been identified, to reassess the accuracy of the data.

19.8.	The Supplier shall familiarise itself with the Buyer's Premises and the needs of the building users. 

19.9.	The Supplier shall ensure that it is appropriately equipped and resourced to deal with the level of liaison and stakeholder management, including: 

19.9.1.	Liaison;

19.9.2.	Reporting;

19.9.3.	Coordination and provision of Services;

19.9.4.	Attendance at meetings;

19.9.5.	Management and resolution of stakeholder issues

19.9.6.	Local meetings with the Landlord, CAT B Works Contractor or third-party Tenants; and 

19.9.7.	Adopting a collaborative approach to working with the Buyer. 

19.10.	The Supplier shall make an allowance for the level of liaison and collaboration that will be involved with the Buyers other FM and Security Suppliers together with any incumbent Suppliers, Works Contractors (where applicable), during this period. The Supplier shall work cooperatively and in partnership with the Buyer, the Buyer appointed Performance Partner, incumbent Suppliers Works Contractors and the other new FM and Security Suppliers where applicable, to understand the scope of Services to ensure a mutually beneficial mobilisation and handover of the Services. the Buyer will require the Supplier to:

19.10.1.       	Establish and maintain a mobilisation steering group;

19.10.2.       	The Supplier shall prepare and hold induction workshops for all the Buyer Staff that shall as a minimum describe the proposed delivery of Services affecting the Building User;

19.10.3.       	Provide details of the induction workshops, including content and attendee data, to the Buyer appointed Performance Partner for recording within the Buyer’s Digital Platform;

19.10.4.       	For the avoidance of doubt, it is the Supplier’s responsibility to ensure that all appropriate information required for a successful mobilisation and transition of Services is obtained from the relevant party prior to the Service Start Date;

19.10.5.       	The Supplier shall ensure that all the necessary arrangements to allow continuous operations by the Customers are in place by the end of the mobilisation period; and

19.10.6.       	During the mobilisation period the Supplier shall undertake the routine examinations and inspections of the premises and Services necessary to assume its duties. This shall include completing all operational risk assessments and management plans required to deliver the Services.

19.11.	The Supplier shall ensure that all the necessary arrangements to allow continuous operations by the building users are in place by the end of the Mobilisation Period.

19.12.	During the Mobilisation Period, the Supplier shall undertake the routine examinations and inspections of the premises and Services necessary to assume its duties. This shall include completing all operational risk assessments and management plans required to deliver the Services.

Supplier's Systems Service Desk during the Mobilisation Period	

19.13.	The Supplier shall: 

19.13.1.	In collaboration with the Buyer appointed Performance Partner, ensure that via Asset verification or by other means that all Assets held on Buyer Premises are uploaded into the Supplier's Systems Service Desk and recorded on the digital platform during the Mobilisation Period;

19.13.2.	Work with the Buyer, the incumbent Supplier and the CAT A and CAT B Works Contractors as appropriate to facilitate a transfer of all Asset data and historical maintenance data into the Supplier's Systems Service Desk and the digital platform during the Mobilisation Period ready for Service Start Date;

19.13.3.	Be responsible for undertaking an Asset verification exercise that shall review and establish the quality of the Buyer’s Asset data and hierarchies.  The Buyer shall provide the results of the Asset verification exercise in a formal Report during the Mobilisation Period;

19.13.3.1.	A summary of findings;

19.13.3.2.	A proposed project plan; and

19.13.3.3.	An estimate of costs for developing the data held on the Supplier's Systems Service Desk and the digital platform so that it is fully compliant with the coding requirements of SFG20, Uniclass 2015 (or later version) and NRM3.

19.13.3.4.	Ensure that during the Mobilisation Period that all business-critical Assets and high-value Assets are denoted as critical and high-value within the Supplier's Systems Service Desk and the digital platform to ensure that the correct helpdesk priorities are applied in accordance with the critical and high-value plant survey requirements set out in the “Asset Database” section of this Specification. 

19.13.3.5.	Ensure that full Systems Service Desk and digital platform training is provided to all Supplier Staff and Subcontractors where applicable prior to Service Start Date. Training shall be in accordance with an agreed training plan. In all cases training shall be appropriate to access levels required and use of the system;

19.13.4.	Ensure that all appropriate information required for a successful mobilisation and transition of Service Delivery is obtained from any incumbent Suppliers before the Service Start Date;  

19.13.5.	Ensure the Supplier's Systems Service Desk can produce all of the reports required and assist the Buyer in ensuring that the digital platform can similarly produce all reports required

19.13.6.	Ensure the format, standard and frequency of reporting is developed and agreed with the Buyer and any other FM supplier(s) where applicable, and Delivered in accordance with their requirements;

19.13.7.	During Mobilisation assist the Buyer with any test runs required to ensure that the digital platform is performing as required

19.13.8.	Supplier shall ensure that:

19.13.8.1.	For those Buyer Premises where the Supplier is provided with a BIM Level 2 Asset Information Model and COBie data files, that all Assets are uploaded to the Supplier's Systems Service Desk and the digital platform in accordance with the Buyer’s Asset Information Model (AIM) structured data format (configured for the function data model for offices). This shall provide referencing by geographical location, provide interoperability between industry data classifications including SFG20, Uniclass, CIBSE Guide M and NRM classifications and provide the visibility and breakdown required by the Buyer Asset Hierarchy Requirements for Asset management and reporting set out within Annex R -  B2IM Guide for Handover to FM_V1.0. Asset data shall be structured to allow for the application of the SFG20 maintenance standard based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules (to reflect the Buyer’s Assets and Maintenance Standards) when compiling the PPM programme. This shall be undertaken as part of the activities set out in the “Asset Database” section below; and

19.13.8.2.	For those Buyer Premises where the Supplier is not provided with a BIM Level 2 Asset Information Model or COBie data files the Supplier shall agree with the Buyer during the Mobilisation Period the required fields from the Buyer’s Asset Information Model structured data format for upload to the Supplier's Systems Service Desk and the digital platform. For the avoidance of doubt, this shall provide referencing by geographical location and provide the visibility and breakdown required by the Buyer Asset Hierarchy Requirements for Asset management and reporting as agreed with the Buyer. Asset data shall also be structured to allow for the application of the SFG20 maintenance standard based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules (to reflect the Buyer’s Assets and Maintenance Standards) when compiling the PPM programme. However, where it is not considered economically viable to apply additional industry data classifications such as NRM and CIBSE Guide M, the Buyer may accept alternative proposals from the Supplier. To assist with this process the Supplier shall provide a price at the commencement of the Mobilisation Period for any additional cost associated with developing the asset data to provide full interoperability between industry data classifications including SFG20, Uniclass, CIBSE Guide M and NRM classifications. Following Approval of the required approach the Supplier shall compile the asset information as part of the activities set out in the “Asset Database” section below;

19.13.9.	Ensure that the Supplier's Systems Service Desk and the digital platform is sufficiently populated at the Service Start Date to accommodate all required maintenance activities within the PPM schedule for each Buyer Premises.

19.13.10.	Load and implement all service schedules relating to the Services onto the Systems Service Desk and the digital platform

19.13.11.	Establish, test and maintain any necessary data connections and/or data exchange between the Supplier's Systems Service desk, the Buyer’s Digital Platform and, where appropriate, systems operated by the Buyer’s regional supply chain partners. 

19.13.12.	Given the strategic and operational importance of the digital platform the Supplier will need to work closely with the Buyer and the Buyer's appointed Performance Partner, and where required the Soft FM Suppliers and Security Suppliers, during the Mobilisation Period, in order to achieve the transparency of FM Service information that is a base of the understanding of the performance of the Services. The Supplier will ensure that the requirements for full access to its records are achieved for the Buyer.

19.13.13.	Agree on all procedures for the allocation of priorities for reactive requests tasks with the Buyer and other FM and Security Suppliers including a robust list for the categorisation of tasks for the reactive services;

19.13.14.	Develop and agree on a communication strategy and supporting processes with the Buyer and other FM and Security Suppliers for the receipt of information relating to service requests, complaints, compliments and queries relating to the Services and for the subsequent updating of information relating to the status and progress against these tasks and the planned tasks on both the Supplier's Systems Service desk and the digital platform;

19.13.15.	Develop and agree on a communication strategy for updating the Buyer of any fault that has the capability of disrupting the Buyer’s operations. 

19.13.16.	Undertake training given by the Buyer in respect of the digital platform for all staff appropriate to access levels required and use of the system;

19.13.17.	Work with the Buyer and other FM and Security Suppliers to propose a summary dashboard for all Services and a performance dashboard, available via the digital platform, for each of the Services.

Security during the Mobilisation Period 	

19.14.	The Supplier shall note that it is incumbent upon them to understand the lead-in period for security clearances and ensure that all Supplier Staff have the necessary security clearance in place before the Service Start Date. The Supplier shall ensure that this is reflected in their Mobilisation Plans.

19.15.	The Supplier shall ensure that all Supplier Staff and Subcontractors do not access the Digital Platform unless they have satisfied the Buyer's security requirements.

19.16.	The Supplier shall be responsible for providing all necessary information to the Buyer to facilitate security clearances for Supplier Staff and Subcontractors in accordance with the Buyer's requirements.

[bookmark: _heading=h.gjdgxs]19.17.	The Supplier shall provide the names of all Supplier Staff and Subcontractors and inform the Buyer of any alterations and additions as they take place throughout the Contract.

19.18.	The Supplier shall ensure that all Supplier Staff and Subcontractors requiring access to the Buyer's Buyer Premises have the appropriate security clearance. It is the Supplier's responsibility to establish whether or not the level of clearance will be sufficient for access. Unless prior Approval has been received from the Buyer, the Supplier shall be responsible for meeting the Costs associated with the provision of security cleared escort services.

19.19.	If a property requires Supplier Staff or Subcontractors to be accompanied by the Buyer’s Authorised Representative, the Buyer must be given reasonable notice of such a requirement, except in the case of emergency access.

PPM during the Mobilisation Period 	

19.20.	The Supplier shall detail in a Service Delivery Plan (SDP) any specific requirements of the Buyer during the Mobilisation Period including the creation of a PPM schedule. The SDP shall be presented to the Buyer and agreed upon with them.

19.21.	The Supplier shall review the PPM schedules of any outgoing Suppliers and deliver an asset validation exercise to identify potential non-compliance and/or inaccuracies in the data provided by the Buyer during the contract mobilisation phase. 

19.22.	The asset verification report should be presented to the Buyer in a format and timeframe to be agreed with the Buyer at mobilisation

B2IM Functional Model for Offices

19.23.	The Buyer will be establishing a functional data model for their offices, to baseline and practically demonstrate how they require the asset information model (AIM) to be structured and configured in their digital systems, to deliver the specific client applications for use in BIM projects; handover into FM/CAFM and for WPS in use. Further details are outlined within Annex R: B2IM Guide for– Handover to FM_V1.0.

19.24.	This will include setting up the maintenance service level models based on: 

19.24.1.	the Buyer’s SFG20 functional model task schedules; 

19.24.2.	the tender and contract resource modelling; and 

19.24.3.	Further details are included in Annexes H – SFG20 GPA Functional Model – Offices and Annex G – Government Property Agency (GPA) B2IM Condition Survey and Lifecycle Replacement (LCR) Policy.

19.25.	The Supplier shall be responsible for: 

19.25.1.	uploading B2iM assured data into all of the CAFM systems; 

19.25.2.	establishing the PPM plan and approving the PPM for all sites; and

19.25.3.	creating and delivering the PPM work orders. 

19.26.	The Supplier shall also be responsible for capturing asset condition and remaining life assessments which shall be used by the Buyer for life-cycle asset investment planning (including developing condition-based maintenance during the contract year 1), audits and assurance compliance. Further details of the Buyer’s compliance strategy are attached at Annex M - GPA Workplace Services Statutory Compliance Assurance Strategy.

19.27.	The Supplier will deliver Services in compliance with the Buyer’s functional data model for offices at all times and will practically utilise the relevant industry data classifications (NRM to SFG20 and CIBSE Guide M, aligned the appropriate aspects of Uniclass 2015 classifications). For the avoidance of doubt, this shall be a mandatory requirement in order to deploy and embed the same common language into all CAFM systems and into the wider Asset Information Model (AIM) within the Buyer’s Digital Platform.

19.28.	The Buyer’s Performance Partner will be accountable for assuring that the B2IM functional model offices data standards are adopted and assured during the contract mobilisation period, as part of the BIM and AIM integration systems. The Supplier shall be required to work collaboratively with the Buyer’s Performance Partner to help ensure the Buyer’s requirements are fully met.  



Asset database	

19.29.	An Asset register for the Buyer Premises shall be provided by the Buyer's Performance Partner during the Mobilisation Period. It is not warranted that the information is complete or accurate. The Supplier shall be required to fully verify and complete an up to date Asset register and database during the Mobilisation Period. For the avoidance of doubt, an Asset register for the Buyer Premises will not be provided during the tender stage.

19.30.	The Buyer requires the Supplier, during the Mobilisation Period, to carry out a detailed verification of the Assets (including all systems, plant, equipment and fabric) described in the Matrix of Deliverables (Asset Collection) against the as-built/current position. This process shall require the supplier to take full account of the BIM models and COBie data (where applicable), as built information, O&M information, warranty information, commissioning data, maintenance history, leases and the Supplier’s own survey and inspection of the installed Assets to the extent that this is necessary to compile an accurate and up to date Asset register.

19.31.	The Supplier shall report its findings and identify any variances from the Asset register provided in the Matrix of Deliverables (Asset Collection) along with proposed solutions to the Buyer during the Mobilisation Period. This shall be the Supplier’s only opportunity to identify variances from the Asset register provided in the Matrix of Deliverables and the Buyer will not accept a further variation to the Suppliers price as a result of variances identified following the Service Start Date.

19.32.	The Supplier shall provide an Asset verification report. The report shall set out by exception variances or inaccuracies between the installed Assets and the tender stage Asset register. Where exceptions are noted the report shall include, but not be limited to, the following information:

19.32.1.	Item of plant, equipment or fabric;

19.32.2.	Location;

19.32.3.	Condition of Asset;

19.32.4.	Impact upon the Buyer’s SFG20 maintenance model and task schedules (including requirements for further customisation);

19.32.5.	Cost/price impact;

19.32.6.	Priority coding; and

19.32.7.	Risk assessment.

19.33.	The following information should be noted with respect to captured Asset data:

19.33.1.	Unless otherwise agreed with the Buyer, room numbers or names are to be derived from the as-built information/BIM model;

19.33.2.	The Supplier’s Asset list shall capture all maintainable Assets within each room or area;

19.33.3.	It should be assumed that all Assets have associated supporting interconnecting cabling, containment, pipework and ductwork, which may not be individually indicated on the Asset list. The Supplier will need to make his or her own assessment of such systems status, which will vary from circuit to circuit, pipe to pipe or duct to duct;

19.33.4.	Ratings and duties are to be based on each Asset where known; and

19.33.5.	The Asset data provided at the tender stage does not imply that any part or all of an installation is fit for purpose, suitable for the user requirements, functional or non-functional, safe, compliant or any other reason other than to give the reader ideas of the scale of the services installed within the Buyer Premises.

19.34.	The Supplier shall confirm the impact of the Soft FM Supplier’s catering fit-out on the Asset list and maintenance requirements (if any).

19.35.	Prior to the Service Start Date the Supplier shall work with the Buyer to establish an accurate and complete Asset register which provides a full inventory of all systems, plant and service equipment contained within the Buyer Premises. The complete Asset register shall be loaded onto the Supplier's Systems Service desk and the digital platform. This shall be in accordance with the Buyer’s Asset Information Model structured data format (configured for the function data model for offices).

19.36.	Where the Building is a new building to the Buyers Estate, the Buyer may require the Supplier, to carry out Asset tagging during the Mobilisation Period. Each Asset will be given a unique Asset number that can be read electronically and will be loaded onto the Systems Service Desk and the digital platform. The approach to Asset tagging and the tags themselves to be given to Assets shall be proposed by the Supplier to the Buyer for agreement and Approval during the Mobilisation Period. The approach to asset tagging and identification must be consistent across all Buyer Premises.  Asset tagging services shall be managed via Call-Off Schedule 4A – Billable Works and Projects.

19.37.	As part of the mobilisation process, the Supplier shall review access to all plant and other areas of the Buyer Premises and report back with findings and solutions within the Mobilisation Period commencing.

Commissioning, acceptance and handover 	

19.38.	Where commissioning, acceptance and handover Services are required by the Buyer, the Supplier shall fully participate in the commissioning, acceptance and handover of the Buyer Premises from the Buyer’s CAT A and CAT B Works. These activities should be managed and delivered in accordance with industry best practice and Government Soft Landings.

19.39.	These activities shall be agreed in advance with the Buyer at the outset of the Mobilisation Period and incorporated into the Mobilisation Plan. They are expected to include, but are not limited to:

19.39.1.	Making appropriate Supplier Staff available for attendance at handover training sessions to be chaired by the Buyer's appointed Performance Partner;

19.39.2.	Upon request participate in witnessing & testing of installed Assets in support of the Buyer;

19.39.3.	Providing representation at the Buyer Commissioning Board; and

19.39.4.	Providing general technical advice to the Buyer.

19.40.	Where necessary the Supplier shall provide specialist BMS support controls engineer to monitor and manage the BMS set up and operations of the building in conjunction with the CAT B Works Contractor if systems are being altered.

Benchmarking	

19.41.	The Supplier shall establish, during the Mobilisation Period, robust systems for commencing or continuing the process of producing benchmarking data, for all Services provided under this Contract. The Supplier shall continue to demonstrate on an open book basis (based on the provision of Open Book Data as described in Call Off Schedule 1: Transparency Reports), using the data provided for the various Services in their tender return that Services deliver “best practice” against Good Industry Practice in their area and all costs provide value for money for the Buyer.

19.42.	The benchmarking statistics shall influence all areas of service and the accuracy of this information is significant. The Supplier shall recognise these facts and be prepared to fully explain all open book disclosures. The Supplier recognises and accepts the Buyer’s right to utilise external support with regard to benchmarking.

Information technology	

19.43.	The Supplier shall liaise in detail with the Buyer during the Mobilisation Period, in order to agree access to the digital platform required in order to facilitate delivery of the Services. The Supplier shall further Agree with the Buyer and subsequently implement and manage appropriate governance arrangements for the management of these systems for the duration of the Contract. 

19.44.	The Supplier shall note that a number of building systems and equipment including but not limited to CCTV, access control systems and AV may utilise the Buyer Premises auxiliary LAN. For the avoidance of doubt, the auxiliary LAN, including all cables, switches, firewalls etc., will be maintained by the Buyer. However, the Supplier shall remain responsible for the operation of those Assets and systems which operate on the auxiliary LAN. In the event that there is a fault with an Asset or system operating on the auxiliary LAN the Supplier shall provide a first line of response to determine the cause of the fault. In the event that the fault is with the Asset and not the auxiliary LAN the Supplier shall rectify the fault in line with the requirements of this Specification. In the event that the Supplier believes the fault is due to the failure of the auxiliary LAN, the Supplier shall notify the Buyer as soon as reasonably practicable providing all relevant information established from the Supplier’s initial response to allow the Buyer to respond and rectify the fault.

19.45.	The Supplier is required to comply with the Buyer’s Cyber Essentials Plus requirements at all times.

De-mobilisation & Exit Management 	

19.46.	In accordance with Call-Off Schedule 10 – Exit Management, the Supplier shall maintain, and implement when required, an Exit Management Plan to facilitate exit and re-tendering of Deliverables at each Buyer Premises throughout the duration of the Contract.



Work Package C - Maintenance Services.

20	Work Package C – Maintenance Services

20.1.	Generic maintenance requirements

20.2.	Standard SC shall apply to this Service. 

20.3.	In respect of all of the Services, the Supplier shall provide a comprehensive PPM system in accordance with to following requirements:

20.3.1.	SFG20 (based upon the Buyer’s customised SFG20 maintenance model and task schedules to reflect the Buyer’s Assets and Maintenance Standards) when compiling the PPM programme);

20.3.2.	Where SFG20 is not applicable, with Good Industry Practice and as specified by the relevant manufacturer and professional bodies (e.g. the Heating and Ventilation Contractors Association (HVCA); and;

20.3.3.	For the avoidance of doubt, manufacturers’ recommendations shall at all times be followed where these are required to comply with active warranties and guarantees or are required to comply with statutory obligations.

20.4.	The Supplier will be responsible for the delivery of all planned maintenance services and shall ensure that statutory compliance is achieved and maintained at all Buyer Premises. The service shall be inclusive of the delivery of all statutory inspections, risk assessments, written scheme of examination and insurance inspections as required to achieve full statutory compliance at Buyer premises. The Supplier shall regularly monitor all current and forthcoming legislation relating to the Services provided and advise the Buyer of changes to statutory and mandatory requirements including but not limited to legislation, Health & Safety Executive (HSE) directives, CDM legislation, Approved Codes of Practice and guidance, building regulations relating to the Services provided and the potential impact on the Services. This shall be an agenda item for discussion at each monthly meeting. The Supplier shall be aware that statutory compliance with regard to maintenance activities shall generally be assessed through adherence to and completion of those tasks identified as “Red – statutory and mandatory” within the Buyer’s customised SFG20 maintenance model & task schedules. 

20.5.	The Supplier shall recognise that the Buyer intends to develop, maintain and manage a customised SFG20 maintenance model. This shall be based upon the SFG20 maintenance model and task schedules, customised to reflect the Buyer’s Assets and Maintenance Standards. This shall be developed through collaboration between the Buyer and the Supplier, and subsequently Approved by the Buyer, during the Mobilisation Period. The Buyer shall at all times manage the master customised SFG20 maintenance model and task schedules through the digital platform. The Supplier is responsible for reflecting and incorporating the maintenance model and task schedules within their PPM regime. In order to develop a customised SFG20 maintenance model and task schedules which reflect individual Premises, it is anticipated that the SFG20 maintenance model and task schedules will require customisation to reflect the outcome from the asset verification process during Mobilisation. In addition to this, there may be tasks required which are in addition to or in replacement of those set out by SFG20. These may include but are not necessarily limited to requirements arising from active warranties/guarantees. Where the Supplier identifies a need for customisation of the SFG20 maintenance model and task schedules they shall work collaboratively with the Buyer to identify, highlight and capture these requirements as a modification and submit these to the Buyer for incorporation into the customised SFG20 maintenance model and task schedules during the Mobilisation Period and on an ongoing basis as required. 

20.6.	Where SFG20 is not applicable to a planned maintenance activity or where the Buyer has specified bespoke requirements for the maintenance of systems and/or Assets are applicable, the Supplier shall be responsible for the creation of discretionary PPM task instructions to meet the Buyer’s requirements in accordance with the principles of SFG20. The Supplier shall ensure that these discretionary PPM activities are approved by the Buyer prior to their addition to the PPM schedules and upload to the digital platform.

20.7.	The Supplier shall inform the Buyer on an ongoing basis of perceived or recommended enhancements and/or modifications to SFG20 PPM management regimes where these impact upon the Buyer’s Assets and/or where they are likely to impact on the agreed Charges for maintenance services e.g. changes in PPM task frequencies. This shall be reported as part of the monthly reporting process and shall be a standard agenda item for discussion at monthly meetings. Where the Buyer agrees on the implementation of the change they will be managed via the Contract Variation process. Alternatively, where the Buyer requires modifications to SFG20 PPM management regimes (for example, as a result of strategic asset management decisions relating to specific Assets) these will also be managed via the Contract Variation process.

20.8.	The Supplier shall ensure that the planned maintenance schedules capture the requirements outlined within the Buyer’s quality management plan and sustainability management plan.

20.9.	Whilst the baseline maintenance strategy for PPM at Service Commencement will be a comprehensive maintenance regime in line with the Buyer’s customised SFG20 maintenance model and task schedules, the Buyer intend to investigate the implementation of alternative maintenance strategies such as business focused maintenance (“BFM”) or condition-based maintenance (“CBM”). The Buyer, therefore, requires the Supplier to consider and put forward alternative options, for example, moving to a business-focussed maintenance (BFM) or condition-based maintenance (CBM) regime where this is appropriate on an Asset by Asset basis. This should be in line with a formal review plan, agreed between the parties during the first twelve (12) months of Service Delivery. The Supplier will subsequently be required to implement the review plan and, in full consultation with the Buyer, determine a proposal for implementation of the optimal maintenance strategy. The Supplier shall be required to consider and clearly articulate the impact of risk versus cost-benefit (including the impact on the Buyer’s retained life cycle risk), the investment required for measurement/monitoring and the anticipated associated payback period and an overall implementation programme from commencement to reaching an optimum service level. As part of this process, the Buyer expects to receive an overall reduction in the annual cost of maintenance service. The move towards an alternative maintenance strategy remains the sole discretion of the Buyer. Where Once agreed Approved with the Buyer, the PPM schedule should include any agreed maintenance system, such as business focussed maintenance ("BFM"), condition-based maintenance ("CBM") etc. The revised planned maintenance processes and schedule shall be reflected within the Buyer’s customised SFG20 maintenance model and task schedules where appropriate and be reflected, managed and implemented via the digital platform.

20.10.	The Supplier shall provide installation work associated with planned and reactive maintenance works and Billable Works without compromising the integrity of any Heritage Buyer Premise and in a manner so as to avoid damage. Prior to carrying out work to a historic Affected Property the Supplier shall undertake a written scheme of investigation, prepare a method statement and safe system of work and discuss their proposal with the Buyer to seek formal approval to proceed with any works. 

20.11.	PPM tasks shall be generated through the Supplier's Systems Service Desk on a Monthly basis, in advance. The Supplier shall work to an annual PPM programme and ensure that an annual PPM schedule for the relevant Contract Year is available on the digital platform for each respective Buyer Premises in accordance with the following process:

20.11.1.	Not less than six (6) weeks prior to the start of an annual planned maintenance programme, the Supplier shall provide the Buyer with a proposed annual planned maintenance programme;

20.11.2.	The Buyer will notify the Supplier of any comments; 

20.11.3.	The Supplier will revise the proposed annual planned maintenance programme to take account of the Buyer’s comments; and

20.11.4.	The Supplier will then resubmit the proposed annual planned maintenance programme to the Buyer for approval in advance of the commencement of each Contract Year;

20.12.	In the absence of any comments from the Buyer, the Supplier is in no way relieved of any of its obligations under this Specification including this PPM strategy. 

20.13.	The Supplier shall, subject to the Comprehensive Repair and Comprehensive Threshold Works procedures, maintain Assets leased to or leased by the Buyer in accordance with the requirement of the lease or as specified by the Buyer. All planned maintenance regimes will be Approved by the Buyer prior to upload on the digital platform and undertaking any works.

20.14.	The Supplier shall prioritise work on the system and make any proposed improvements and adjustments to suit the availability of resources. This shall be managed in accordance with Call-Off Schedule 3 – Continuous Improvement.

20.15.	The annual PPM programme shall detail the frequency, schedule of tasks, input requirements and maintenance Standards to be applied and resource requirements for all Services.

20.16.	The Supplier shall ensure they operate a site-specific, non-generic safe system of work, which includes the planning, organisation (onsite H&S duties) and arrangements to cover all aspects of the Services, in accordance with their Health and Safety Policy. This shall include, but shall not be limited to, the establishment, implementation and operation of risk assessments, method statements, operation of the permit to work system and accident reporting with regard to all aspects of its operation. and that risk assessments are shall be site-specific and not generic and shall include the following:

20.16.1.	Asset criticality;

20.16.2.	Any relevant equipment manufacturers’ recommendations;

20.16.3.	Industry Standard specification;

20.16.4.	The Supplier’s experience of similar equipment and Services; and

20.16.5.	The risk to and/or impact upon the business that could result from failure of the Asset.

20.17.	The Supplier shall ensure that when undertaking maintenance work:

20.17.1.	The PPM works task sheet clearly identifies the Asset type, location, SFG20 task instruction (based upon the Buyer's customised SFG20 maintenance model and task schedules), date and frequency or if not applicable, details of the work required and frequency as defined and agreed with the Buyer, whether the task is associated with a statutory or mandatory maintenance requirement and the resource allocation (trade or subcontractor); 

20.17.2.	Where the time between activities is greater than one year, those activities are to be undertaken on an appropriate rolling programme as agreed with the Buyer; and  

20.17.3.	Costs for all consumable items and replacement parts which are required to satisfactorily maintain the Services are of the same quality and type or better as provided for the original installation or offer improved environmental performance (e.g. reduced greenhouse gases, recycled, etc.) in accordance with the Buyer's sustainability and carbon net zero aims and objectives. Replacement components shall be of the same manufacturer as the equipment being serviced wherever possible. 

20.18.	The Supplier shall be responsible for the safekeeping and storage of any materials that may be directly delivered to the Buyer Premises, including other site-specific critical spares as agreed with the Buyer.

20.19,	In approving the PPM Schedules, agreement on the access arrangements to any specialist areas will be made, in order to avoid, where possible, any interruption to the Buyer’s business. Mutually agreeable access dates/times will be established for those areas deemed to be business-critical areas/specialist areas and a flexible approach is to be provided by the Supplier to accommodate the same within and outside of Operational Working Hours. The Supplier shall subsequently confirm access arrangements for restricted areas in advance via the digital platform in order to avoid being denied entry and delaying the execution of the Services.

20.20.	The Supplier shall agree with the Buyer the process relating to the retention of all statutory and mandatory certificates and related documentation.

20.21.	The Supplier shall provide expert and technical advice on all maintenance matters upon the request of the Buyer.

20.22.	The Supplier shall be responsible for providing software updates to all Assets in accordance with manufacturers recommendations.

20.23.	The Supplier’s actions or inactions must not impact on any warranties and guarantees the Buyer holds on its Assets. The Supplier shall be required to manage all active warranties on behalf of the Buyer and shall liaise with the warranty provider directly in the event that any warranty issues arise.

20.24.	The Supplier shall maintain the Asset tagging system agreed with the Buyer during the Mobilisation Period. The approach to asset tagging and identification must be consistent across all Buyer Premises.  Asset tagging services shall be managed via Call-Off Schedule 4A – Billable Works and Projects.

20.25.	A schedule of critical spares must be detailed and held in-store or at the Buyer Premises as necessary to minimise any downtime of key plant and mitigate the delay associated with spare parts which are difficult/time-consuming to procure. This listing should be discussed and agreed in writing by the Buyer during the Mobilisation Period. The list shall be subject to ongoing review and should be developed in accordance with the actual maintenance requirements of the Buyer Premises for the duration of the Service Period

20.26.	The Supplier shall ensure delivery timeframes for the supply of critical spares are managed with their supply chain partners to ensure critical spares are available and able to be despatched to the Buyer Premises quickly (e.g. same day, 24 / 48 hrs) to reduce the requirement for maintaining stocks at Buyer Premises. Any delays to procurement, supply and replenishment of critical spares shall be notified to the Buyer in writing.

20.27.	It is a fundamental requirement of this Schedule that the Supplier takes cognisance of the intimate relationship between operational maintenance requirements and the principles of effective life cycle management. The Buyer requires a demonstration through appropriate methodologies, that the Supplier shall implement a holistic and pragmatic annual PPM Schedule to maximise the life of all built and installed Assets.

20.28.	The Buyer may at any time carry out checks of any replacement, maintenance or repair carried out by the Supplier. The Buyer may also request demonstrations of the performance of its Assets and the Supplier shall fully cooperate when these requests occur. Demonstrations will identify through appropriate methodologies, that the Supplier shall implement a holistic annual PPM Schedule as outlined above.

20.29.	Any works that may affect the operation of the Buyer Premises shall be performed only at times as agreed by the Buyer. 

20.30.	Except in an emergency event, the Supplier shall not close down any plant, systems or supplies that effect the business operations of the Buyer Premises without the prior written consent of the Buyer. Such consent shall not be unreasonably withheld but every effort must be considered by the Supplier to ensure Operational Working Hours are unaffected by any shutdowns. Once consent is granted the plant shutdown will be carried out in accordance with agreed processes and procedures.

20.31.	A minimum of twenty (20) Working Days’ notice is required where disruption is possible, except in the case of emergency maintenance. All instances must be reported to the Buyer.

20.32.	PPM tasks will not be subject to either cancellation or rescheduling. In exceptional circumstances, the Supplier will be required to give prior notification and seek Approval from the Buyer for any unforeseen rescheduling of tasks no less than two (2) weeks in advance of the scheduled task. The rescheduling of such tasks will not be permitted if this would result in the failure to perform statutory or mandatory tasks within the required time to maintain continuity of service and ultimate compliance. In rescheduling PPM tasks, the Supplier shall notify the Buyer specifying the following:

20.32.1.	Where and when rescheduled activities will be taking place (including start and finish times);

20.32.2.	A full description of the rescheduled activities; and

20.32.3.	Whether the activities will cause any part of the Buyer Premises to be unavailable for use.

20.33.	It is acknowledged however that cancellation of some tasks is unavoidable and the Supplier will make the necessary arrangements with, and notifications to, other Building Users regarding the same. Nevertheless, the Buyer requires a high-quality service and the Supplier is encouraged to minimise such cancellations by all parties as far as practicably possible.

20.34.	Cancelled and aborted tasks shall be recorded (including the reasons for cancellation), reallocated and reported in the monthly service review report, clearly defining the affected Supplier tasks.

20.35.	There will be no additional financial charges borne by the Buyer for delayed, cancelled or aborted PPM tasks.

20.36.	The Supplier shall ensure that all remedial works arising from the delivery of the Planned Maintenance (PPM) works are communicated to the Buyer following the undertaking of the initial PPM task and updated records uploaded to the digital platform. These shall be linked (i.e. as a parent / child) on the Buyer's digital platform and the Buyer's Performance Partner will assign the priority and timeframes associated with the remedial works as defined within the agreed Service Level Agreement (SLA). The Supplier shall ensure that where delays may be required to complete the works (e.g. awaiting parts), that approval for these delays are sought from the Buyer via the Buyer's digital platform.  

20.37.	If, following PPM activities, emergency works are required to mitigate Health & Safety or the Buyer operational risks then the Supplier may proceed with the business-critical or emergency works. The Supplier shall keep the Buyer advised at all times on the status, technical and financial, of the works. For the avoidance of doubt, a report will still be required to be provided to the Buyer following completion of the works.

21	Service C:1 - Mechanical and Electrical Engineering Maintenance

21.1	Service C:1 - Mechanical and Electrical Engineering is a Core Service.

21.2.	Standard SC1 shall apply to this Service. 

21.3.	The Supplier shall provide a professionally managed Mechanical and Electrical ("M&E") Maintenance Service which ensures the maintenance and operation of all items of plant and equipment within the Buyer Premises, are in accordance with the Buyer’s requirements. 

21.4.	The Supplier shall ensure the successful operation and optimum condition of all of the Buyer’s mechanical, electrical and plumbing systems. The Supplier shall ensure they are maintained at optimum performance in accordance with the Buyer’s maintenance requirements and statutory obligations.

21.5.	For the avoidance of doubt, these requirements include the maintenance of all gas, coal, biomass, LPG and oil-fired systems and all associated infrastructure, including storage tanks, instant boiling taps, pipework, flues, chimneys and air supply systems, cylinder storage facilities, bund storage equipment and detection systems as present within the Buyer Premises. 

21.6.	The Supplier shall implement an annual PPM programme that fully meets the maintenance requirements of the Chartered Institution of Building Service Engineers ("CIBSE") SFG20, or if not applicable, the maintenance requirements specified by the manufacturers, the Heating and Ventilation Contractors Association ("HVCA") and other relevant professional bodies. The overriding responsibility of the Supplier shall be to ensure that maintenance Services to the built and installed Assets within the Buyer Premises are delivered as required throughout the Contract.

21.7.	Where applicable, the Buyer shall provide to the Supplier during the Mobilisation Period the current PPM schedule for review. The Supplier shall ensure the maintenance and operation of the built and installed Assets, within the Buyer Premises are maintained and operational for the duration of the Contract.

21.8.	Information on the specific built and installed Assets, in the form of reports and surveys, has been included within the tender documentation. This information is given to the Supplier to assist them in preparing a relevant and competitive Tender, but in no way limits the overall responsibility of the Supplier.

21.9.	The Supplier shall satisfy itself as to the accuracy of any information provided by the Buyer. 

21.10.	It is a fundamental requirement of the Services that the Supplier is cognisant of the intimate relationship between operational elements and those elements of life cycle management. The Supplier shall provide the Buyer with a demonstration of the appropriate methodologies. The Supplier shall look to implement a holistic annual PPM schedule to maximise the life of all built and installed Assets.

21.11.	The Supplier shall transmit a notification of the planned maintenance activities via the digital platform to the Buyer and allocate to the appropriate tradesmen. The works task sheet shall clearly identify the Asset type, location and work required. The Buyer shall agree on access arrangements for restricted areas in order to avoid any interruption to business.

21.12.	The Supplier shall provide all PPM activities, other than daily nominated or advised tasks, within seventy-two (72) hours of the scheduled date.

21.13.	The Supplier shall monitor the Services so that operating conditions can be maintained and the quality of service provision can be recorded. The Supplier shall be responsible for establishing and maintaining the necessary systems including the use of the digital platform to log and record responses to problems as they occur as well as recording performance of equipment, systems and Supplier Staff.

21.14.	Special note shall be made of specific warranty period maintenance requirements.

22	Service C:2 - Ventilation and air conditioning systems maintenance 

22.1.	Service C:2 - Ventilation and air conditioning systems are a Core Service.

22.2.	Standard SC2 shall apply to this Service. 

22.3.	The Supplier shall maintain ventilation, comfort cooling and air conditioning systems by using the same principles employed for other mechanical and electrical systems. Some of the air conditioning systems shall be designated by the Buyer as business-critical systems where appropriate.

22.4.	This provision includes all catering extract and forced air systems inclusive of ductwork and terminal units.

22.5.	The Supplier shall deliver air quality monitoring at the Buyer Premises to meet COSHH 2002 and EH40 statutory requirements and all other statutory and best practice requirements linked to the delivery of the service, including HSEG409, HSG173 and CIBSE KS17. Where the installation of new fixed monitoring equipment is required to deliver these Services, the costs shall be met by the Buyer.  Air quality monitoring services shall be managed via Call-Off Schedule 4A – Billable Works and Projects.

22.6.	The insides of ventilation and air conditioning ductwork shall be kept clean in accordance with Service SC3 Environmental Cleaning (below). The Supplier shall maintain the systems and ensure compliance with legal obligations in respect of health and safety and the management of greenhouse gases and ozone depleting substances and any other Specification or Standard required by the Buyer.

23	Service C:3 – Environmental cleaning service

23.1.	Service C:3- Environmental cleaning is a Core Service.

23.2.	Standard SC3 shall apply to this Service. 

23.3.	The Supplier shall thoroughly clean general mechanical ventilation and environmental systems. This shall include air conditioning systems, LEV ductwork and extract hoods to ensure compliance with all statutory requirements. 

23.4.	The Supplier shall deliver the services in compliance with all statutory requirements.

23.5.	Where the Buyer requests additional cleaning services at a frequency that exceeds the requirements of the statutory requirements, these shall be rechargeable and managed via Call-Off Schedule 4A – Billable Works and Projects.

23.6.	The Supplier shall ensure that all works are recorded and managed via the Systems Service Desk and recorded on the digital platform.

23.7.	The Supplier shall preserve a satisfactory standard of hygiene within air distribution and extract systems.

24	Service C:4 – Fire detection and firefighting systems maintenance

24.1.	Service C:4 – Fire detection and firefighting systems maintenance is a Core Service.

24.2.	Standard SC4 shall apply to this Service. 

24.3.	The Supplier shall be responsible for ensuring all fire-fighting equipment and systems are tested in accordance with the applicable British Standards, Approved Codes of Practice, manufacturer’s recommendations and industry best practice. 

24.4.	All systems shall be tested including but not limited to:

24.4.1.	Fire alarm panels; 

24.4.2.	Fire Extinguishers;

24.4.3.	Fire detection and alarms (including voice alarm systems);

24.4.4.	Smoke pressurisation and extraction systems;

24.4.5.	Fume Cupboards;

24.4.6.	Suppression and extinguishing systems;

24.4.7.	Sprinkler systems (wet and dry);

24.4.8.	Public Address systems;

24.4.9.	Evacuation chairs;

24.4.10.	Lift evacuation systems;

24.4.11.	Emergency communications systems (refuges).

24.4.12.	Fire hose reels;

24.4.13.	Fire dampers/smoke dampers;

24.4.14.	Fire curtains/smoke curtains;

24.4.15.	Wet/dry risers;

24.4.16.	Powered exhaust ventilators;

24.4.17.	Private water hydrants;

24.4.18.	Emergency lighting; 

24.4.19.	Lightning protection; and

24.4.20.	Fire doors.

24.5.	The Supplier shall be responsible for operating fire alarm testing and evacuation drills in accordance with fire regulations, ensuring logs are accurate and up-to-date and weekly tests are operated within two (2) minutes of any agreed times. All alarms shall be tested during Operational Working Hours. Voice announcement system broadcasts or announcements shall all be performed professionally and in accordance with the Buyer’s requirements. 

24.6.	The Supplier shall be responsible for resetting all equipment upon completion of the fire alarm testing, to include air conditioning systems, gas supplies and gas suppression systems. The Supplier shall liaise with the alarm monitoring station where necessary as part of this process where applicable.

24.7.	The Supplier shall test fire detection and firefighting systems in a manner that ensures full functionality (including relevant cause and effect) of the fire system and associated devices. The results (along with the frequency and method of testing) shall be recorded within the fire logbook at the Buyer Premises and recorded centrally within the digital platform. The Supplier shall note that any existing fire logbook and records will be made available to the Supplier during the Mobilisation Period. If records are held in other locations, this should be clearly stated in the relevant fire safety logbooks. Details of the outcome of the tests should be passed to the Buyer.

24.8.	All abnormal test results shall be immediately advised to the Buyer, and dealt with under the auspices of the reactive maintenance Services.

24.9.	It is the responsibility of the Supplier to notify the Buyer/ Performance Partner of each instance where works are raised as a result of testing of firefighting or detection systems.

24.10.	The Supplier shall ensure any changes or enhancements to the fire systems are notified to the Buyer and the Supplier shall provide sufficient information to enable the Buyer to record these in the fire risk assessment for the Buyer Premises.

24.11.	The Supplier shall inform the Buyer when they are to undertake maintenance work to the fire safety systems. This shall be carried out in line with the Buyer’s policies, for example, The Regulatory Reform (Fire Safety) Order 2005.

24.12.	The Supplier shall note that where third-party Units provide their own independent fire systems there may be a requirement for the Buyer to provide and maintain a link from the Buyer Premises fire systems to the fire systems in each third-party Unit. The third-party Tenants may similarly be obligated to provide a link from their fire systems to the fire systems for the Buyer Premises. The Supplier shall be responsible for providing such maintenance and testing as is necessary to maintain the integrity and correct functioning of these links.

24.13.	The Supplier is responsible for the initial provision, installation, commissioning, and on-going maintenance and replacement of portable fire extinguishers where required.  The cost of any replacements during the Service Period shall be borne by the Buyer; other costs shall be at the Supplier’s expense. Portable fire extinguishers shall be selected and positioned in accordance with the fire risk assessment and prevailing British Standards. Commissioning and maintenance shall be in accordance with the SFG20 maintenance model and task schedules and the prevailing British Standards. Selection, positioning and commissioning shall take place during the Mobilisation Period.

24.14.	The inspection and maintenance of fire extinguishers should be included in the overall PPM as required and the Buyers written Approval must be sought and granted for all extinguisher replacements required following the annual inspections.

24.15.	Where equipment is required to assist in the evacuation of disabled people (evacuation chairs or similar) in accordance with the design and evacuation strategy the Supplier is responsible for the maintenance and replacement of this equipment where required in accordance with prevailing British Standards and the SFG20 maintenance model and task schedules.

24.16.  Where new or replacement evacuation chairs are required these shall be managed via Call Off Schedule 4A Billable Works and Projects. Prices for the works shall reflect the supply, installation and commissioning of new and/or replacement chairs installed at Buyer premises.

24.17.  The inspection and maintenance of evacuation chairs and similar equipment should be included in the overall PPM as required.

24.18.  For the avoidance of doubt, the Buyer/ Security Supplier / Landlord shall act as fire incident controller and fire alarm panel verifier and marshal Building Users in and out of the Buyer Premises in the event of an evacuation. Details of Supplier roles in the event of an evacuation will be discussed and agreed during the Mobilisation Period. For the avoidance of doubt, the Supplier is not required to manage the evacuation process.

25	Service C:5 – Lifts, hoists and conveyance systems maintenance

25.1.	Service C:5 – Lifts, hoists and conveyance systems maintenance is a Core Service.

25.2.	Standard SC5 shall apply to this Service. 

25.3.	The Supplier shall provide a fully comprehensive maintenance regime to the lifts, hoists and conveyance systems within the Buyer Premises. The Supplier shall act as the Responsible Person for these systems. The Supplier shall be responsible for meeting minimum response times contained within the performance regime if there are problems with the system’s components, items and panels.  Reactive calls and repairs in respect of Service C:5 (Lifts, hoists and conveyance systems maintenance) shall fall within the Fixed Fee for this service. 

25.4.	The Supplier shall ensure that all necessary information regarding the lifting and conveyance system are recorded both within the Systems Service Desk and the digital platform. The Supplier shall:

25.4.1.	Manage the thorough examination of lifts by an independent competent person and forward reports to the Buyer;

25.4.2.	Keep lift records;

25.4.3.	Act on any recommendations that cost less than Value of Billable Works not requiring Approval threshold;

25.4.4.	Inform the Buyer of any work required costing more than the Value of Billable Works requiring Approval threshold;

25.4.5.	Inform the Buyer of any lift that is out of service, the reason why and the time the lift will be back in service;

25.4.6.	Ensure that lift cars are taken out of service in the case of dangerous situations;

25.4.7.	Ensure the competency of those who carry out the work and train Supplier staff, and where requested nominated Buyer Staff, in the rescue and freeing of trapped passengers;

25.4.8.	Ensuring the availability of replacement parts;

25.4.9.	Carry out a detailed risk assessment for all works; and

25.4.10.	Include fireman lifts and lift evacuation systems.

26	Service C:6 – Security, Access and Intruder Systems Maintenance

26.1.	Service C:6 – Security, Access and Intruder Systems Maintenance is a Core Service.

26.2.	Standard SC6 shall apply to this Service.

26.3.	The Supplier shall maintain all security, access and intruder systems within the Buyer’s Buyer Premises and any new systems put in place to ensure correct functioning throughout the course of the Call-Off Contract.  

26.4.	It will be the Supplier’s responsibility to ensure the continued functioning of security, access and intruder systems. 

26.5.	The Supplier shall ensure that any failure that leads to a weakness in security is rectified within the agreed timescale.

26.6.	The Supplier shall liaise with the Buyer’s security representative and any relevant Government security equipment specialists over the issues of security, access and intruder system including synergistic areas where security provision is supplied directly by Government Staff.

27	Service C:7 – Internal and external building fabric maintenance

27.1.	Service C:7 – Internal and external building fabric maintenance is a Core Service.

27.2.	Standard SC7 shall apply to this Service. 

27.3.	The Supplier shall provide a professionally managed, “Planned Preventative Fabric Maintenance Service” in accordance with a system and programme of building fabric maintenance. This programme shall take account of the Asset registers, planned maintenance schedules and all relevant lease obligations.

27.4.	Variations from periodic maintenance shall be agreed upon between the Supplier and the Buyer in advance.

27.5.	Planned Maintenance tasks shall be generated through the Supplier’s Systems Service Desk on a monthly basis, in advance.  The Supplier shall provide day-to-day repairs to the internal and external fabric. The Supplier shall submit a notification of the day-to-day repairs to the Buyer and allocate to the appropriate tradesmen. The works task sheet shall clearly identify the Asset type, location and work required. The Buyer shall agree on access arrangements for restricted areas in order to avoid any interruption to business. The Supplier shall work to an annual planned maintenance programme and ensure that an annual planned maintenance schedule for the relevant Contract Year is available on the digital platform for each respective Buyer Premises.

27.6.	The Supplier shall ensure that in instances of spot (reactive) re-lamping, they acknowledge the need to ensure electrical safety when replacing lamps in addition to ensuring consistency in colour balancing throughout the area and in keeping with the Buyer’s requirements.

27.7.	The Supplier shall include all building fabric maintenance tasks within this Specification, in addition to any further requirements. The Service shall include but shall not be limited to an annual integrity inspection and report of building fabric components such as hearing loops, wheelchairs, evacuation chairs, fire curtains, mobile racking systems and high-density storage systems.

27.8.	The Supplier shall agree on access arrangements for restricted areas in advance in order to avoid being denied entry and delaying the execution of the Service.  In multi-occupancy buildings the Supplier shall be required to liaise with landlords, landlord’s representatives and other relevant parties to ensure that the method statements are aligned with all of the building users’ requirements.

27.9.	The Supplier shall be required to undertake redecoration works on a cyclical/periodic basis to comply with the Buyer’s requirements and provide a methodology determining the frequency of redecoration (traffic use based programme – those areas that are high usage more frequently redecorated and those that are less frequently used decorated less frequently) The Supplier shall liaise with the Buyer to establish these requirements and provide quotations for all redecoration works as per the Billable Works process.

27.10.	The Supplier shall provide redecoration works on an elective basis as per the Billable Works process and upon instruction from the Buyer. Any redecoration work required as a result of reactive maintenance shall be included with the reactive maintenance work.

27.11.	The Supplier shall provide a gutter clearance service and shall ensure drainage systems including but not limited to pipes, gutters, manholes and parapet gutters. The Supplier shall ensure that these are kept functional at all times and remain free from debris, leaves and other blockages at all times.  The frequency shall be as agreed with the Buyer. Where Buyer Premises exceed four (4) storeys and have no fixed roof access equipment fitted to enable the delivery of the gutter cleaning service the Supplier shall be responsible for the provision of the portable equipment required to deliver the service. A fully inclusive annual cost including for this service shall be provided during the mobilisation period

27.12.	The Supplier shall provide a securing and making safe Service in the event of break–ins, vandalism or damage to the external building on a reactive basis within the timescales detailed in Attachment 3, Annex B Standards and Processes This shall include but shall not be limited to boarding up windows on a temporary basis and reglazing of broken windows as a minimum requirement. This Service shall be paid for as additional works and be managed via Call-Off Schedule 4A – Billable Works and Projects.

27.13.	The Supplier shall be responsible for the safe storage and maintenance of all equipment issued to them for their use on the Contract by the Buyer. All maintenance works undertaken shall be in accordance with the manufacturer’s recommendations. 

27.14.	The Supplier shall be responsible for the provision of:

27.14.1.	Repairs;

27.14.2.	Replacement equipment;

27.14.3.	Operator Training;

27.14.4.	Insurance cover; 

27.14.5.	Certification; 

27.14.6.	Risk assessments; and 

27.14.7.	Calibration.

27.15.	The Supplier shall, at the end of the Contract Period, be responsible for the return of all items issued to them by the Buyer for their use on the Contract in their original condition, allowing for fair wear and tear, and in good working order.  Any items missing or damaged, other than by fair wear and tear, shall be replaced by the Supplier at no cost to the Buyer.

27.16.	The Supplier shall execute the Service during the operational working hours. The Service may be executed outside these hours for operational reasons, to meet deadlines or other particular requirements including avoidance of disruption and noise.

27.17.	The Supplier shall be responsible for the maintenance and statutory inspections of the Buyer’s Health and Safety and building protection systems including but not limited to:  

27.17.1.	Safety eye-bolts;

27.17.2.	Fixed roof edge protection handrail systems;

27.17.3.	Free-standing roof edge protection handrail systems;

27.17.4.	Cradle access systems; 

27.17.5.	Fall and arrest safety lifelines and man safe systems;

27.17.6.	Lightning protection systems; 

27.17.7.	Flood protection systems; 

27.17.8.	Window and door security equipment, e.g. shutters, window bars and grilles;

27.17.9.	Bird protection systems, e.g. nets, spikes and sirens; 

27.17.10.	Waste storage and recycling facilities;

27.17.11.	External fire exits and fire escape routes;

27.17.12.	Doors including locks and door furniture;  

27.17.13.	External lighting systems, including pathway and street lighting; and

27.17.14.	External vehicle storage facilities; e.g. cycle and motorcycle enclosures.

27.18.	The Supplier shall ensure that fire doors are maintained in accordance with relevant associated guidance and British Standards. This should be in accordance with the Buyer’s customised SFG20 maintenance model and task schedules and ensure:

27.18.1.	Closes fully into its frame; 

27.18.2.	The intumescent and smoke seals are fitted and not damaged;

27.18.3.	The gap between the door and its frame is between 3-5mm; and

27.18.4.	The door has no sign of physical damage and the door has appropriate signage in line with the Buyer’s policies and statutory requirements.

27.19.	In addition to the routine inspection and testing of doors, automated doors and fire doors the Supplier shall, during their daily duties, the Supplier will, in discussion with the Buyer’s Staff, remove any items blocking the emergency exits and report these as a ‘near miss’.

27.20.	The Supplier shall submit a report for the reporting of the condition of the PPM items which shall be agreed with the Buyer prior to the commencement of the first round of inspections.

27.21.	The report shall be submitted electronically to the Buyer via the digital platform within five (5) Working Days of undertaking the inspection or within twenty-four (24) hours of the inspection if any defects of a health and safety nature are found during the course of its inspection together with a recommendation for remedial action if defects cannot be fixed during the inspection.

27.22.	Visual checks on structural fire separation, with particular regard to compartmentation of escape routes and special hazard areas, is to be undertaken by the Supplier as part of their day to day duties. The Supplier shall maintain records of all findings. All results are to be recorded in the applicable site fire safety logbook and centrally within the digital platform. The Supplier shall report any observed deficiencies in structural fire separation to the Buyer.

27.23.	The Supplier shall operate a management system to identify any works which may compromise or impact upon structural fire separation and take appropriate steps to ensure that the integrity of structural fire separation is not compromised through these works. The Supplier shall undertake and confirm integrity (fire compartment survey) on completion of intrusive works, including intrusive fire risk assessment as required.

27.24.	The Supplier shall whilst performing day to day duties highlight any areas of discolouration and mould on ceilings, walls and floors, and any signs of water damage or pooling. 

28	Service C:8 – Reactive maintenance services

28.1	Service C:8 – Reactive maintenance is a Core Service.

28.2.	Standard SC8 shall apply to this Service. 

28.3.	The Supplier shall provide a professionally managed Service for reactive repairs and maintenance 24 hours per day, 365 days per year to all Assets, plant, equipment and systems covered by this Contract.

28.4.	The Supplier shall note: 

28.4.1.	There shall be no Inclusive Repair Threshold (IRT) in place on this Call-Off contract; 

28.4.2.	That the Service shall be managed through the Buyer’s Digital Platform via the Buyer’s appointed Performance Partner; 

28.4.3.	That all reactive maintenance works (including labour, materials, profit, overheads and any other relevant Costs) up to the “Value of Billable Works Not Requiring Approval” as defined within Attachment 4 – Order Form shall be carried out without Buyer Approval and be excluded from the Supplier’s Charges (i.e. the fixed fee).  Costs for these Services shall be managed retrospectively via Call-Off 4A Billable Works and Projects. 

28.4.4.	That all emergency works and repairs which have the potential to cause accidents and/or injuries to Buyer Staff and/or visitors and/or which have the potential to impact on the Buyer’s core business at the affected Buyer Premise/s up to the “Value of Billable Works Not Requiring Approval” as defined within Attachment 4 – Order Form shall be carried out without Buyer Approval and be excluded from the Supplier’s Charges (i.e. the fixed fee). 

28.4.5. Where the Supplier can evidence the progress of reactive maintenance works has been impacted by external factors outside of their control (e.g. lack of access to a Buyer Premises due to unforeseen circumstances/ abortive works) which may have an influence on the prices quoted for the works, these costs shall be recoverable where agreement is received from the Buyer.

28.5.	For the avoidance of doubt, where reactive repairs are the direct result of a lack of or inappropriate planned maintenance by the Supplier regardless of cost, these shall not be chargeable to the Buyer. This shall include the Supplier meeting the costs for the provision of any interim solutions, as deemed necessary by the Buyer, to maintain the Buyer’s core business at the Buyer premises (e.g. temporary air conditioning units, heaters, etc.).  

28.6.	All reactive repairs and maintenance (including labour, materials, profit, overheads and any other relevant Costs) above the Buyer’s “Value of Billable Works Not Requiring Approval” threshold and works arising from planned maintenance, are to be managed via Call-Off Schedule 4A – Billable Works and Projects. The Supplier shall ensure compliance with the following pricing requirements is maintained at all times: 

28.6.1.	Tier 1 – One quote by the Supplier (or Supplier nominated key sub-contractor);

28.6.2.	Tier 2 – Three quotes obtained by the Supplier;

28.6.3.	Tier 3 – Three tenders obtained by the Supplier; and 

28.6.4.	Tier 4 – Five tenders obtained by the Supplier.

28.7.	The Helpdesk function of the Buyer’s Digital Platform shall be the sole focus of reactive maintenance activities. All downtimes and the subsequent return to service together with effective permanent repair times, agreed closing of work order times and dates shall be monitored and logged on the digital platform.

28.8.	The Supplier shall work alongside the Buyer in forward planning, providing cost estimates for financial planning and shall advise the Buyer when the cost of repairing and/or maintaining an Asset outweighs the cost of replacing it and is likely to cause on-going unplanned downtime or pose potential health and safety risks (“Beyond Economic Repair”). 

28.9.	When an Asset is Beyond Economic Repair the cost of replacement shall be met by the Buyer. The Buyer shall be the final arbiter on whether an Asset is Beyond Economic Repair but will act reasonably in reaching such decisions considering any one of the following:

28.9.1.	If the projected cost of the repair exceeds the cost of replacing the Asset;

28.9.2.	If the part(s) required to repair the Asset is no longer available, unless there is a possibility of manufacture of part as a cost-effective alternative; and / or

28.9.3.	Any recommendations carried out as a result of condition surveys;

28.9.4.	The Asset that requires repairing is no longer the approved method of delivery and there has been an instruction from the Buyer to phase out the use of the Asset requiring repair; 

28.9.5.	The Asset cannot maintain operating conditions beyond its original design e.g. increased heat gains cannot be matched by the comfort cooling system; and/or

28.9.6.	Advances in design, efficiency and alternative methods of providing the service.

28.10.	Where a replacement has been deemed appropriate by the Buyer, the Supplier shall assist the Buyer in determining a suitable replacement option taking into account operational use, environmental performance, alignment with Buyer policies and strategies (e.g. carbon net zero, design guides, etc.), whole life cost and required life factor. The Buyer expects all recommendations for a replacement to be made on a holistic basis and informed by a robust business case taking into account improved efficiency, value for money, energy savings and innovation with regard to alternative and new technologies.

28.11.	In the event of a critical or emergency tasks undertaken to mitigate health and safety or Business Continuity and Disaster Recovery risks (as further explained in Call‑Off Schedule 8 – Business Continuity and Disaster Recovery), the Supplier shall seek formal Approval from the Buyer when costs exceed the “Value of Billable Works Not Requiring Approval” as defined within Attachment 4 – Order Form. The Supplier shall be responsible for ensuring the Buyer is kept fully updated at all times on the status, technical issues and costs of the task via the Buyer’s Digital Platform. The Supplier shall note: 

28.11.1.	They shall be responsible for the provision of a formal written report at each monthly performance review meeting to outline the root cause and to issue recommendations to mitigate the risks of a repeat of the incident; and  

28.11.2.	They shall be responsible for ensuring that these tasks are logged on the Buyer’s Digital Platform and are regularly updated to highlight progress and costs. 

28.12.	The Supplier shall ensure that all its Staff conducting maintenance work remain fully engaged to ensure a fault-free operation. The inherent skills of the Supplier’s Staff shall ensure the timely identification and rectification of faults. Both faults identified by the Buyer and the Supplier’s Staff shall be logged on the Supplier’s Systems Service Desk and uploaded to the digital platform for quality analysis. Each and every reactive Service request shall have details of an associated cost profile and lifecycle history, including completion date and times.

28.13.	Where the Supplier encounters reactive maintenance tasks which they believe have been caused by wilful damage or vandalism, they shall be required to produce a damage report in support of their assessment which shall include:

28.13.1.	The date and time the damage was identified;

28.13.2.	A summary of the findings upon inspection;

28.13.3.	Photographic evidence of the damage; 

28.13.4.	Details of the condition at the previous maintenance work or inspection; and 

28.13.5.	Details of the cost of repair and/or replacement.

28.15.	The Supplier shall ensure that all Supplier Staff assigned to deliver the Services are suitably trained and possess the required tools, materials, safety equipment and PPE to deal with the reactive maintenance repair in a competent, safe and efficient manner. The Supplier shall be responsible for ensuring that all Supplier Staff deliver Services in accordance with the Supplier’s risk assessment and safe system of work, which shall be in place prior to the commencement of all reactive works at the Buyer Premises. Details of the risk assessment shall be recorded on the Buyer’s digital platform along with the history of the task for audit purposes.   

28.16.	The Supplier shall at all times ensure that its Staff are competent, appropriately trained and deployed to cater for the variety of planned and unplanned demands in relation to reactive maintenance. The Supplier shall ensure that Supplier Staff who are dispatched to reactive activities are appropriately qualified and trained to Deliver a first-time fix. Where interface with electrical, mechanical or medium to high temperature hot water systems are involved, documented training schemes must be evidenced.

29	Service C:9 – Planned/group re-lamping service 

29.1	Service C:9 – Planned lamp replacement (“Group Re-Lamping”) is a Core Service (via Billable Works).

29.2.	Standard SC9 shall apply to this Service. 

29.3.	The Buyer may require planned re-lamping Services. Where these Services are required, they will be managed via Call Off Schedule 4A – Billable Works and Projects. 

29.4.	The Supplier shall adopt an organised approach to re-lamping across the Buyer Premises. The Supplier shall monitor this Service for efficiency with a view to achieving the greatest possible reductions in replacement frequency and cost. A consistent colour/warmth is critical in all areas.

29.5.	The Supplier shall be cognisant of the impact that lighting control systems have on the life expectancy of lamps. The Supplier shall make proposals for the enhancement and expansion of lighting control systems.

29.6.	The Supplier shall ensure that luminaires and light fittings are kept in good repair and are cleaned and maintained to ensure optimum performance.

29.7.	The Supplier shall ensure that all lighting shall be fully operational at all times subject to response and rectification times.

29.8.	The Supplier shall ensure that the control and execution of this Service is managed entirely by the Systems Service Desk in line with the overall PPM schedule and subject to the same performance Standards. The Supplier shall ensure that all reports and recommendations are held centrally and uploaded to the digital platform. In instances of reactive lamping, the Supplier shall acknowledge the need to ensure electrical safety when replacing lamps in addition to ensuring consistency in colour balancing throughout the area and in keeping with the Buyer’s requirements. 

29.9.	The optimum replacement frequencies for lamps may be determined by the Supplier, whilst maintaining the specified lighting levels in accordance with targets published by the Buyer and in accordance with industry guidance.

29.10.	The Supplier shall work alongside the Buyer to identify opportunities for greater efficiencies in lamping as technology develops. This will apply to all Buyer Premises systems.

29.11.	The Supplier shall dispose of old fluorescent tubes in accordance with environmental best practice and any relevant legislation, using the most economically advantageous method. Where appropriate, this may mean taking advantage of any national or cross-Government contracts to which the Buyer has access.

29.12.	The Supplier shall assess new lamp technology (such as LED) before re-lamping an area(s).  Where this upgrade takes place, a review of the consumables and the Charges shall be considered via a Variation in accordance with Clause 24 of the Core Terms of the Call-Off Contract.

29.13.	The Supplier shall ensure minimum disruption to the end-users when re-lamping.

30	Service C:10 – Automated Barrier Control System Maintenance

30.1.	Service C:10 – Automated Barrier Control System Maintenance is a Core Service.

30.2.	Standard SC10 shall apply to this Service.

30.3.	Where automated barriers, shutters, turn-styles, doors and electrified fencing are installed at the Buyer Premises and included in the scope of Services, the Supplier shall be required to provide a maintenance service for these Assets as part of the overall mechanical and electrical maintenance strategy across each Buyer Premises.

31	Service C:11 – Building Management System (“BMS”) maintenance

31.1.	Service C:11 – Building Management System (“BMS”) maintenance is a Core Service.

31.2.	Standard SC11 shall apply to this Service. 

31.3.	The operation of the Buyer’s building engineering Service is to be achieved through the BMS. The Supplier shall operate the systems in a competent, proactive manner so as to control all of the systems and the internal environment and to maintain a secure and reliable Service at agreed control and operating duties. An example of the proactive approach required is that the Supplier shall regularly review the BMS and control panels to identify the plant and service performance and react to any identified issues as a matter of urgency. 

31.4.	The Supplier shall monitor any departures from agreed environmental parameters and shall take actions to rectify ensuring that the Buyer is provided with a regular exception report.

31.5.	Before adjusting set points or modifying software the Supplier shall fully understand the effect these actions may have on the air conditioning and other building Service systems process, and take account of the internal and external environment and all regulatory and validation requirements for the area. The Supplier shall not make any adjustments to BMS systems or individual settings without the express permission of the Buyer.

31.6.	The Supplier shall ensure that the BMS is periodically upgraded as and when software versions are issued. BMS and other systems operations are non-proprietary and/or have open protocols for the purposes of pricing this Contract. 

31.7.	The Supplier shall ensure that the BMS forms part of the maintained Assets and is maintained and Serviced as part of the general maintenance regime and within the limits set by the Comprehensive Repair Threshold.

31.8.	The Supplier shall ensure that the BMS is configured to operate building systems at optimum energy efficiency.

31.9.	The Supplier shall maintain records of the following utilising the Systems Service Desk; such records shall be uploaded to the digital platform:

31.9.1.	Trend logs and monitoring activity;

31.9.2.	Areas falling outside of agreed temperature parameters (and steps taken to correct this);

31.9.3.	Alarms and faults; and

31.9.4.	Changes (where Approved by the Buyer) to set point values and the wider system.

31.10.	The Supplier shall continually put forward suggestions to the Buyer to improve, develop and upgrade the BMS system. The Buyer shall be consulted on all proposed changes to the BMS system which relate to the software to ensure these can be properly supported. All resources performing this role shall be trained in the operation of the BMS.

31.11.	The Supplier may be requested to provide a BMS controls audit during the Contract Period. The scope of this audit shall be agreed in advance between the Buyer and the Supplier and shall be provided to the agreed scope and be managed via Call-Off Schedule 4A – Billable Works and Projects. 

32	Service C:12 – Standby power system maintenance

32.1.	Service C:12 – Standby power system maintenance is a Core Service.

32.2.	Standard SC12 shall apply to this Service. 

32.3.	During Operational Working Hours, the Supplier shall: 

32.3.1.	Be responsible for the maintenance and operation of backup generators and uninterrupted power supply equipment;

32.3.2.	Ensure that the backup equipment is available at all times and starts within ten (10) seconds of within the prescribed manufacturers performance and/or original design criteria following a mains power supply interruption or fluctuation;

32.3.3.	Liaise with the Buyer for the load testing of this equipment;

32.3.4.	Be responsible for the accurate recording of systems that are connected to the generators and Uninterruptible Power Supply (“UPS”) systems;

32.3.5.	Be responsible for ensuring that the systems are not overloaded and the balance between phases is maintained;

32.3.6.	Ensure that fuel levels in storage tanks are maintained at a minimum of seventy-five per cent (75%) capacity;

32.3.7.	Ensure that invoices for the resupply and disposal of any contaminated fuel and replacement of batteries to the UPS systems at the end of their useful life are dealt with as Pass Through-Costs; and 

32.3.8.	Conduct as a minimum one (1) annual black test on all standby power systems installed.

32.4. 	Where the Supplier demonstrates to the Buyer that the practicalities of delivering the Services at 32.3. above during Operational Working Hours will be too disruptive (including, for example only, operational impact, noise levels, access issues, and/or loss of key services), alternative arrangement will be discussed and agreed with the Buyer and Supplier during the Mobilisation Period.  Any agreed adjustments to costs for delivering these Services will be managed via the Contract Variation process.

33	Service C:13 – High Voltage (“HV”) and switchgear maintenance

33.1.	Service C:13 – High Voltage (“HV”) and switchgear maintenance is a Core Service.

33.2.	Standard SC13 shall apply to this Service. 

33.3.	The Supplier shall:

33.3.1.	Maintain HV switchgear using the same principles employed for other mechanical and electrical systems.  HV switchgear may be designated by the Buyer as a business-critical system. The Supplier shall be responsible for maintaining and enhancing HV rules that the Supplier will provide for installation, testing, commissioning, operation, maintenance and management of electrical systems operating at AC voltage above 1000v and be responsible for the control of electrical danger;  

33.3.2.	Ensure that substations are clean, dry, and ventilated. The Supplier shall ensure that tubular heaters are fitted where necessary to avoid condensation;

33.3.3.	Ensure that hardwood, metal or concrete duct covers are in place, except when work is being carried out. Under no circumstances shall items which are not directly concerned with the operation and maintenance of the HV installation be kept in the substation;

33.3.4.	Ensure that HV equipment is regularly inspected, maintained and tested to ensure that it is in a safe and serviceable condition in accordance with relevant statutory and legislative requirements; 

33.3.5.	Ensure that any of its Staff operating in an HV environment are authorised, suitably qualified and competent;

33.3.6.	Ensure there is a qualified named High Voltage Authorised Person (“HVAP”) engineer for the Buyer Premises;

33.3.7.	Ensure that a permit to work system is used for this Service and is recorded on the Buyer’s digital platform; and

33.3.8.	Prepare, issue and control Documentation to ensure application of HV rules, such as Method Statements, Risk Assessments, safety review meetings, switching programmes, HV Permits to Work and HV Sanctions for Test 

33.4.	The Supplier shall also maintain LV systems using the same principles employed for other mechanical and electrical systems. The Supplier shall be responsible for maintaining and enhancing LV rules that the Supplier will provide for installation, testing, commissioning, operation, maintenance and management of electrical systems operating at AC voltage below 1000v and be responsible for the control of electrical danger. The Supplier shall ensure that LV equipment is regularly inspected, maintained and tested to ensure that it is in a safe and serviceable condition in accordance with relevant statutory and legislative requirements.

34	Service C:14 – Catering equipment maintenance

34.1.	Catering Equipment Maintenance is a Core Service

34.2.	The Supplier shall not be responsible for the planned and reactive maintenance of fixed catering equipment owned and supplied by the Buyer where this has been installed for exclusive use in delivery of the catering Services. The Supplier shall ensure that they proactively manage the Buyer’s equipment used in the delivery of the catering Service and must ensure that all faults and breakdowns that have the potential to disrupt the delivery of the catering Services are reported and logged via the Buyer’s Digital Platform immediately upon discovery.

34.3.	The Supplier shall ensure all maintenance activities for Supplier provided catering equipment complies with all statutory and legislative requirements in accordance with the Buyer’s SFG20 functional maintenance model within the Buyer’s Digital Platform with a view to reduce any unavailability or disruption to Services due to unplanned failure.

34.4.	The Supplier shall maintain comprehensive and up to date records and documentation demonstrating that all catering equipment has been appropriately maintained in accordance with the Buyer’s B2IM policy and SFG20 functional maintenance model.  There shall be no requirement for the Supplier to maintain records in respect of Assets which are out of scope (e.g. Assets maintained by third parties under the Sustainable Catering Model).

34.5.	All the Supplier’s catering equipment, records and documentation must be recorded within the Buyer’s Digital Platform and be made available to the Buyer upon request in order to carry out internal auditing and safety checks.

34.6.	Catering assets will be managed under the Sustainable Catering Model.  Details of the catering assets to be maintained by the Supplier that are outside the remit of the Buyer’s Sustainability Catering Model shall be issued to the Supplier by the Buyer during the Mobilisation Period to enable the pricing of this Service. Where, exceptionally, the Sustainable Catering Model is not in place and catering assets fall in the scope of the Hard FM Services, or in instances where catering assets to be maintained by the Supplier fall outside the remit of the Buyer’s Sustainability Catering Model, all adjustments to Contract pricing shall be managed via the Contract Variation process.





35	Service C:15 – Audio Visual (“AV”) equipment maintenance

35.1.	Service C:15 – Audio Visual (“AV”) equipment maintenance is a Core Service. 

35.2.	Standard SC15 shall apply to this Service.

35.3.	The Supplier shall ensure that any AV equipment which is designed to display or take input from portable media or is computer driven is maintained, replaced or provided with suitable converters such that it is compatible with the required Standard at all times.

35.4.	The Supplier shall ensure that maintenance of this is included in the Charges with replacement units provided on a Pass-Through Costs basis and dealt with as part of the reactive maintenance Service requirements. The support required to set up and operate equipment is to be priced as part of the support Service available from the helpdesk.

35.5.	During all events utilising multimedia technology, the Supplier shall provide Supplier Staff that are capable of remedying all associated technical problems in a timely manner.

35.6.	The Supplier is required to ensure that media connectivity is maintained for connection by broadcasting Services.

35.7. The Supplier should assume that AV equipment maintenance is required for: 

35.7.1.	Buyer Premises up to 1,000 NIA having two (2) AV systems serving separate meeting / conference rooms; 

35.7.2.	Buyer Premises with a GIA between 1,001 and 5,000 NIA having four (4) AV systems serving separate meeting / conference rooms; and 

35.7.3.	Buyer Premises with a GIA over 5,000 NIA having eight (8) AV systems serving separate meeting / conference rooms.

36	Service C:16 – Television cabling maintenance.

36.1.	Service C:16 – Television cabling maintenance is a Core Service.

36.2.	Standard SC16 shall apply to this Service.

36.3.	The Supplier shall maintain the existing cabling infrastructure which is designated for the transmission of television pictures. The Supplier shall manage the payment of regular invoices for TV usage on behalf of the Buyer.

36.4.	The Supplier shall be responsible for installing additional cabling as instructed by the Buyer. The Supplier shall ensure that all cabling, which is installed by the Supplier, is of a suitable specification to guarantee continuity of the Services and picture quality and that this cabling is used exclusively for the transmission of television pictures. Costs for the provision of new or replacement installation works shall be managed via Call Off Schedule 4A – Billable Works and Projects.

36.5.	The Supplier shall ensure that provision also includes but is not limited to aerials, satellite dishes and set top boxes.

36.6.	Where required, the Supplier shall Deliver the TV signal over the data network.

37	Service C:17 - Mailroom equipment maintenance.

37.1.	Service C:17 - Mailroom equipment maintenance is a Core Service. 

37.2.	Standard SC17 shall apply to this Service.

37.3.	The Supplier shall be responsible for the maintenance of mail-room equipment, including franking machines, sorters, postal scales and x-ray scanners throughout the Call-Off Contract.

37.4.	The Supplier shall be required to review the existing equipment and the Buyer's leases at the start of the Call-Off Contract and propose the most efficient and cost-effective maintenance solution for the future. Should the Supplier consider that it is in the interest of business efficiency and best value for money, it may propose the replacement of equipment in advance of their lease expiry date. Any replacement of equipment shall be at the Approval of the Buyer.

38	Service C:18 - Office Machinery Servicing and Maintenance.

38.1.	Service C:18 - Office Machinery Servicing and Maintenance is a Core Service. 

38.2.	Standard SC18 shall apply to this Service.

38.3.	The Supplier shall provide a holistic office machinery servicing and maintenance Service within each Buyer Premises. This shall be coordinated through the helpdesk and shall include convenience photocopiers, fax machines, scanners and shredders. Details of the equipment to be managed are provided in Call-Off Schedule 22 - Call-Off Tender.

38.4.	This Service shall be integrated with other Services such as porter services, messenger Services, central reprographic Services and handyperson Services.

38.5.	The Supplier shall be responsible for the maintenance of all office machinery. This shall encompass liaison with the relevant third-party supplier, ensuring that appropriate maintenance (both reactive and proactive) is carried out in accordance with Service contracts, managing the renewal of Service contracts and liaising with the Buyer.

38.6. 	Service C:18 (Office Machinery Servicing and Maintenance) will be managed via Call Off Schedule 4A – Billable Works and Projects.

39	Service C:19 - Voice announcement system maintenance

39.1.	Service C:19 - Voice announcement system maintenance is a Core Service.

39.2.	Standard SC19 shall apply to this Service. 

39.3.	The Supplier shall be responsible for the provision and maintenance of all voice announcement systems and equipment. Where appropriate, this shall encompass liaison with the relevant third-party supplier, ensuring that appropriate maintenance (both reactive and proactive) is carried out in accordance with service contracts, managing the renewal of service contracts and liaising with the Buyer.

40	Service C:20 - Locksmith Services

40.1	Service C:20 - Locksmith Services is a Core Service (via Billable Works).

40.2.	Standard SC20 shall apply to this Service. 

40.3.	The Supplier shall: 

40.3.1.	Provide a specialist locksmith Service to repair or replace specialist locks and ironmongery (e.g. security access locks, security rated locks, door/safe combination locks) at the Buyer Premises;

40.3.2.	Ensure that notification of a requirement for locksmith Services will be satisfied in accordance with Attachment 3, Annex B – Standards and Processes; and 

40.3.3.	Demonstrate through the appropriate level of security clearance, as specified by the Buyer, that any of its Staff involved in these Services are appropriate to the operating environment.

40.4.	Locksmith Services will be managed via Call Off Schedule 4A – Billable Works and Projects. 



41	Service C:21 - Airport and aerodrome maintenance Services are not required

42	Service C:22 - Specialist maintenance Services

42.1.	Service C:22 - Specialist maintenance Service is a Core Service. 

42.2.	Standard SC22 shall apply to this Service. 

42.3.	The Supplier shall be responsible for undertaking inspections and all maintenance activities for the specialist maintenance Services. These shall include but is not limited to: 

42.3.1.	Stores warehouse (automatic selection and picking system (may be required to man and operate a twenty-four (24) hour working pattern) as a minimum comprising of safety devices, cleaning, rails, shuttle/link cars, cranes, buffers, safety ropes, conveyors, transfer cars, indicators, lamps and PLC’s); 

42.3.2.	Sewerage plants;

42.3.3.	Environmental monitoring equipment; and 

42.3.4.	Renewable energy systems



Work Package D – Horticultural Services are not required.

43	Service D.1 	- Grounds Maintenance Services – No Services required.

44	Service D.2 	- Tree Surgery (Arboriculture) – No Services required

45	Service D.3 	- Professional Snow & Ice Clearance – No Services required

46	Service D.4 	- Reservoirs, Ponds, River Walls and Water Features Maintenance – No Services required

47	Service D.5 	- Internal Planting – No Services required

48	Service D.6 	- Cut Flowers and Christmas Trees – No Services Required



Work Package E - Statutory Obligations

49	Generic Statutory Obligations and Requirements

49.1.	The Supplier shall at all times ensure that:

49.1.1.	The FM operation of the Buyer Premises and Delivery of the Services are undertaken in compliance with all applicable UK legislation and legislation appropriate to the location of the Buyer’s premises in accordance with Good Industry Practice, manufacturer’s recommendations and where appropriate the requirements specified by the Buyer; 

49.1.2.	It provides any training required by the procedures and statutory provisions in respect of all Staff (whether Buyer, Buyer appointed Suppliers or Supplier Staff) at the Buyer Premises; 

49.1.3.	It operates a Safe System of Work in accordance with their Health and Safety Policy and ensures that all risk assessments are current and accurately reflect the works and risks associated with the Services being undertaken; and 

49.1.4.	It ensures all activities relating to Statutory Compliance are managed through the Systems Service Desk and recorded within the digital platform and that the Supplier keeps all information up to date.

49.2.	The Supplier shall be responsible for the production, review and update of all risk assessments and written schemes of examination to meet all statutory requirements e.g. SFG20 (based upon the Buyer’s SFG20 maintenance model and task schedules), CIBSE Guide M as required as they apply to the statutory compliance services specified by the Buyer. 

49.3.	As agreed with the Buyer, the Supplier shall provide paper and electronic copies of all Documentation associated with statutory compliance reports or Documentation for retention at the Buyer Premises. All statutory compliance reports, certificates and related documentation shall also be uploaded to the digital platform within 7 days of receipt. 

49.4.	The Supplier shall be required to efficiently and cost-effectively plan, coordinate and implement all statutory tests taking due account of any constraints and limitations imposed by the Buyer's operating hours. Where access cannot be granted to the Supplier they should liaise immediately and directly with the Buyer to establish the best way forward for both parties.

49.5.	If requested by the Buyer, the Supplier shall change the inspection dates and timings of the statutory inspections and tests to comply with the Buyer’s operational requirements. For the avoidance of doubt, in the event that rescheduling of statutory inspection and test activities does not incur any additional cost to the Supplier, the rescheduled activities shall be provided at no additional cost.

49.6.	If evidence of the appropriate statutory maintenance, testing or certification is not available at the Service Start Date for any of the items or systems covered by the Services then the Supplier shall carry out works to provide the relevant maintenance, testing and commissioning together with any associated Documentation at their earliest opportunity and in any case within one (1) month of the Service Start Date.

49.7.	The Supplier shall maintain a comprehensive and up to date duty holder matrix which clearly identifies roles and responsibilities with regard to statutory obligations and shall provide this to the Buyer;

50	Service E:1 –Asbestos Management

50.1.	Service E:1 - Asbestos Management is a Core Service.

50.2.	Standard SE1 shall apply to this Service. 

50.3.	The Buyer shall be responsible, via Services to be delivered via Buyer appointed third-party Supplier/s, for ensuring that services provided to all Buyer Premises are statutorily compliant in accordance with The Control of Asbestos Regulations:2012 and ISO 17020 via the delivery of annual reviews across all Buyer Premises. 

50.4.	The Supplier shall be responsible for the management of the day-to-day management of asbestos as applicable at Buyer premises and shall ensure asbestos is managed in accordance with all current statutory and legislative requirements at all times. 

50.5.	. The Supplier shall be responsible for the delivery of all associated remedial works necessary and works will be recorded within the Buyer's digital platform and be issued by the Buyer's Performance Partner, in accordance with the defined priority status outlined within the Service Level Agreement (SLA). These remedial works shall be managed via Call Off Schedule 4A Billable Works and Projects.

50.6.	Where the Supplier discovers that the Buyer Premises are non-compliant and/or do not have an asbestos risk assessment and/or Asbestos Management Plan in place, they shall be required to report their findings immediately to the Buyer via the Buyer's appointed third-party Supplier/s via the Buyer's digital platform.  

50.7.	The Supplier shall be responsible for notifying the Buyer appointed third-party Supplier/s of any need to update the asbestos register following the completion of any refurbishment and demolition works undertaken by the Supplier at the Buyer Premises via the Buyer's Digital Platform. 

50.8.	The Supplier shall be responsible for notifying the Buyer appointed third-party Supplier/s where asbestos removal works are required by the Buyer prior to the commencement of any works to be undertaken by the Supplier. 

50.9.	The Supplier shall ensure that: 

50.9.1.	That they publish and convey the contents of the Asbestos register to all Supplier Staff and appointed subcontractors that are likely to be at risk of interfacing with this substance or have an interface with activities which may expose them to this substance. 

50.9.2.	That all activities, irrespective of their level of complexity are executed within areas identified as having asbestos or other deleterious materials, shall be provided with full risk assessments and method statements for safe execution of their task; and 

50.9.3.	The Buyer appointed third-party Supplier/s receive advanced notice of all asbestos related works at Buyer Premises and issued with copies of the associated asbestos risk assessments and HSE documentation via the Buyer's Digital Platform in advance of the commencement of the work.

50.10.	For the avoidance of doubt, each Buyer Premises has a current Asbestos register in place. 

51	Service E:2 - Water hygiene maintenance

51.1.	Service E:2 - Water hygiene maintenance is a Core Service

51.2.	Standard SE2 shall apply to this Service. 

51.3.	The Buyer shall be responsible, via Services to be delivered via Buyer appointed third-party Supplier/s, for the provision of water hygiene risk assessments and management plans at the Buyer Premises in accordance with the HSE L8 Approved Code of Practice and HSG274. The Supplier shall be responsible for the delivery of all associated remedial works necessary and works will be recorded within the Buyer's digital platform and be issued by the Buyer's Performance Partner, in accordance with the defined priority status outlined within the Service Level Agreement (SLA). 

51.4.	Where the Supplier discovers that the Buyer Premises are non-compliant and/or do not have a water risk assessment and water management legionella site logbook in place, they shall be required to report their findings immediately to the Buyer via the Buyer's appointed third-party Supplier/s via the Buyer's digital platform. 

51.5.	The Supplier shall be responsible for: 

51.5.1.	The provision of a Water Hygiene Service that includes a cleaning and disinfection regime in accordance with current Health and Safety requirements as specified within the FM Service Standards (to include Approved Code of Practice (ACOP) L8 and the findings of the Water Risk Assessment and routine sampling) and water treatments to include hard water treatments and PH level testing. These Services shall include the provision of all associated consumables to include water softening cartridges, PH testing equipment and ultraviolet ("UV") filters;

51.5.2.	The development, production and implementation of an inspection and monitoring regime to check systems and plant for performance, cleanliness, contamination and damage;  

51.5.3.	The monitoring of temperatures to ensure that the required Standard of control is reached within the code of practice guidelines and the Water Risk Assessment recommendations;

51.5.4.	Reporting to the Buyer via the Buyer's Digital Platform any anomalies or adverse monitoring and water test results that may be detected and detail corrective works where required. Buyer Premises records shall be audited and amended and the updated data held on the digital platform; 

51.5.5.	The development, production and implementation of a bacteria sampling regime to detect Legionella, e-coli and any other water bound bacteria using a UKAS accredited laboratory. The number and type of samples taken will be sufficient to fully determine the cause and source of the abnormal results and aid the Supplier in the rectification of the fault. Routine sampling shall be undertaken as recommended by the Buyer provided Water Risk Assessment for each Buyer Premises; 

[bookmark: _heading=h.3as4poj]51.5.6.	Emptying tank bunds of all contaminated and uncontaminated water and dispose of water in a manner that accords with the level of contamination.  Where these Services form part of the planned preventative maintenance regime under paragraph 51.5 of this Specification, they are included within the Fixed Fee;;

51.5.7.	Ensuring a written scheme of examination is produced and a water hygiene log book is in place for each Buyer Premises; and 

51.5.8.	Undertaking an initial review of the existing Water Risk Assessment and Water Management Plan present at Buyer premises during the Mobilisation Period and upload a report of the findings to the digital platform.

51.6.	The Supplier shall conduct their work in accordance with the Legionella Control Associations Code of Conduct for Service Providers or other equivalent standard.

51.7.	All water delivered to Buyer Premises for human consumption is to be tested no less frequently than six-monthly for the presence of lead, arsenic, mercury and copper. Test results to be kept for a minimum of 5 years.

51.8.	The Supplier shall be required to agree with the Buyer during the Mobilisation Period, and shall subsequently be responsible for registering the required premises consents and environmental permissions with the Local Authority. The Supplier shall maintain the registrations for the duration of the Contract.

52	Service E:3 - Statutory Inspections

52.1.	Service E:3 - Statutory inspections is a Core Service

52.2.	Standard SE3 shall apply to this Service. 

52.3.	The Supplier shall be responsible for ensuring that the Buyer Premises achieve full statutory compliance at all times.

52.4.	The requirement of this Service is to deliver statutory inspection Services where the delivery of maintenance services in accordance with the Buyer's customised SFG20 planned maintenance model (as outlined within Work Package C) are not required by the Buyer. For the avoidance of doubt, this service excludes planned maintenance activities contained within the Buyer's customised SFG20 planned maintenance model which are not associated with statutory inspections. 

52.5.	The Supplier shall be responsible for the delivery of all statutory inspections, certification, air monitoring, risk assessments, written schemes of examination and insurance inspections as required to achieve and maintain statutory compliance. 

52.6.	The service shall be fully inclusive of all Buyer’s systems and   Assets including M&E systems, safety access equipment, building protection systems, air conditioning systems, gas systems, water systems, pressure systems, fire protection systems, access control and security systems.   

52.7.	The Supplier shall be responsible for Display Energy Certificates (DECs) and shall perform the audit, issue and display a renewal of the energy certificates at Buyer premises as required by the Buyer, including those Buyer Premises which require DEC’s under Government legislation. The Supplier shall appoint an accredited energy surveyor and ensure all DECs are displayed by the required date.  This service shall be included within the Fixed Fee.

52.8.	The Supplier shall appoint an accredited energy surveyor and ensure Energy Performance Certificates ("EPC") are provided, where required at the Buyer Premises by the required date. This service shall be included within the Fixed Fee. 

52.9.	The Supplier shall set up an annual programme of statutory inspections to ensure all Assets and equipment receive the required inspections at the correct time as specified by legislation, approved codes of practice, best practice and manufacturer’s guidelines as appropriate.  

52.10.	The Supplier will ensure that any specific requirements of the Buyer are included in the planning and Delivery of these works.

52.11.	The programme shall be issued to the Buyer sixty (60) days in advance of all works taking place. 

52.12.	The Supplier shall at all times comply with all relevant statutory and legislative requirements, including any alterations to policy as may take place and shall be the sole point of contact for any of the Buyer’s concerns with that aspect of performance.

52.13.	Periodic inspections will be made by Public Health, Hygiene, Fire Inspectors, the Buyer and other such persons. The Supplier shall cooperate with the persons executing these inspections.

52.14.	The control and execution of this Service shall be managed via the Supplier's Systems Service Desk and subject to the specified performance Standards, whether fulfilled directly by Supplier Staff or by a third-party supplier, and the results uploaded to the digital platform 

52.15.	The Supplier shall ensure that copies of all reports and recommendations are held centrally within the digital platform.

53	Service E:4 - Portable Appliance Testing

53.1.	Service E:4 - Portable Appliance Testing is a Core Service.

53.2.	Standard SE4 shall apply to this Service. 

53.3.	The Supplier shall be responsible for ensuring that all Buyer Premises are tested in compliance with the Buyer’s risk-based approach. As a minimum, testing shall be implemented in accordance with the Code of Practice for In-service Inspection and Testing of Electrical Equipment published by the Institution of Engineering and Technology and any other relevant legislation.

53.4.	Portable Appliance Testing of Buyer equipment shall be carried out in accordance with this Service Requirement. PAT testing will be limited to the Supplier’s equipment and the Buyer equipment only (excluding IT equipment) with personal electrical equipment belonging to Building Users being excluded from the Contract. 

53.5.	PAT testing shall be risk based and take account of individual equipment’s usage and location. The Supplier shall intimate the expected frequency based on the risk presented to the Class 1 and Class 2 electrical and electronic equipment of the Buyer by the working environments within the Buyer Premises.

53.6.	As an integral part of the maintenance Service the Supplier shall test any item of equipment introduced to the Buyer Premises prior to this being used. The Supplier shall then tag and log the equipment.

53.7.	The Supplier shall ensure that Supplier Staff who control and execute the Service are managed entirely by the Supplier in line with the overall PPM schedule and shall be subject to the same performance Standards.  Copies of all reports and recommendations shall be held centrally within the digital platform.

53.8.	The Supplier shall be available to provide ad-hoc PAT testing of equipment which shall be administered as a reactive maintenance requested and completed within two (2) Working Days.

53.9.	The Services shall be delivered during Operational Working Hours.  Where the Supplier demonstrates to the Buyer that the practicalities of delivering the Services under Service E:4 during Operational Working Hours will be too disruptive (including, for example only, operational impact, noise levels, access issues, and/or loss of key services), alternative arrangement will be discussed and agreed with the Buyer and Supplier during the Mobilisation Period.  Any agreed adjustments to costs for delivering these Services will be managed via the Contract Variation process.

54	Service E:5 - Compliance plans, specialist surveys and Audits

54.1.	Service E:5 - Statutory Risk Assessments, Compliance plans, specialist surveys and Audits is a Core Service.

54.2.	Standard SE5 shall apply to this Service. 

54.3.	Within 90 days of contract commencement or at a frequency specified by the Buyer at Call Off, the Supplier shall provide a statement on whether the Buyer Premises in its current condition and in the way it is currently used is fully compliant with all statutory requirements. 

54.4.	The Supplier shall produce and submit a compliance plan detailing remedial action required to ensure compliance with the Buyer’s statutory and/or insurance obligations. The Supplier shall include costs for the provision of this compliance plan within the contract Charges. 

54.5.	Where remedial action is required and is agreed by the Buyer it shall be managed via Call-Off Schedule 4A – Billable Works and Projects; 

54.6.	Where additional surveys, specialist surveys and audits may be required by the Buyer, these shall be provided upon request and be rechargeable and be managed via Call-Off Schedule 4A – Billable Works and Projects; 

54.7.	The Supplier shall develop and agree their quality Audit programme with the Buyer during Contract mobilisation. The programme shall show registration body inspection visits, Buyer audits, internal Supplier assessor visits and audits Delivered by independent bodies. The master Audit programme shall be reviewed and updated on a regular basis and stored on the digital platform

54.8.	The appointment of independent auditors and inspection bodies shall be Approved by the Buyer prior to the commencement of any works at the Buyer Premises.

54.9.	The Supplier shall allow the Buyer to attend third-party surveillance visits by its registration body throughout the period of the Contract

54.10.	The results of the audits and inspections shall be made available to the Buyer within four (4) weeks of completion of the Audit and shall be recorded on the digital platform.  

54.11.	The Supplier shall be responsible for undertaking an annual review of their Quality Management System ("QMS") with the Buyer to ensure compliance with ISO 9001 current edition to ensure the management systems continue to be suitable, adequate and effective for the Contract.  

54.12.	The Supplier shall provide assistance and information to the Buyer and be responsible for making arrangements for any independent audits organised by the Buyer at the Buyer Premises upon request. These may include:

54.12.1.	National Audit Office;

54.12.2.	Specialist staff inspections including medical or logistics;

54.12.3.	Environmental Health inspection;

54.12.4.	Trading Standards inspection;

54.12.5.	All Statutory legislative inspections;

54.12.6.	Site inspections and compliance inspections and audits;

54.12.7.	Parliamentary enquiries and questions; and 

54.12.8.	Freedom of information requests.

54.13.	The Supplier shall always and immediately upon discovery notify the Buyer when a Buyer Premises becomes non-compliant at any time and/or for any reason.

54.14.	The Supplier shall ensure that all records of inspection are shared with the Buyer and linked to the space location and componentry associated to the inspection of the Asset through the Asset information requirements.

54.15.	The Buyer may require Building Research Establishment Environmental Assessment Methodology ("BREEAM") in-use or similar assessment of the building's performance to be carried out at agreed intervals. This Service shall be provided upon request and be managed via Call-Off Schedule 4A – Billable Works and Projects; 

54.16.	The Buyer may require occupancy assessments to be undertaken by the Supplier. Upon request the Buyer will agree the scope, methodology and approach with the supplier. This Service shall be provided upon request and be managed via Call-Off Schedule 4A – Billable Works and Projects; 

55	Service E:6 - Condition surveys

55.1.	Service E:6 - Condition surveys are a Core Service.

55.2.	Standard SE6 shall apply to this Service. 

55.3.	The Supplier shall provide a professionally managed planned programme of condition surveys that shall cover all systems, assets and building fabric and be carried out annually by competent and qualified staff.  Annual condition surveys are not currently delivered uniformly across all Buyer Premises but this shall be a requirement of the Contract.   Where the Buyer requires Condition Surveys more frequently than annually, the requirement will be defined at Call Off and priced accordingly. 

55.4.	The Supplier shall update the Condition Surveys where this is required within five (5) Working Days following upgrade or replacement of Assets.  The Condition Surveys shall cover all systems, assets and building fabric and be available in hard and electronic format.  The Condition Surveys shall form the basis of the forward maintenance register where required.

55.5.	Results from Condition Surveys shall generate a report which shall include the condition of the assets, systems and building fabric, recommendations and budgetary costs. 

55.6.	Copy of the Report shall be stored in the digital platform. 

55.7.	Upon request additional condition surveys shall be rechargeable and be managed via Call Off Schedule 4A – Billable Works and Projects. 

56	Service E:7 - Electrical Testing 

56.1.	Service E:7 – Electrical Testing is a Core Service.

56.2.	Standard SE7 shall apply to this Service. 

56.3.	The Supplier shall undertake an electrical installation inspection and provide a condition report in accordance with Electricity at Work Regulations 1989 and BS 7671 (as amended). This shall be repeated at intervals to be agreed with the Buyer; subsequent inspections shall be managed via Call-Off Schedule 4A – Billable Works and Projects.

56.4. 	Details of the current Electrical Installation Condition Reports (EICRs) will be provided to the Supplier during the Mobilisation Period to enable planning of the Services as required to ensure compliance with the Electricity at Work Regulations 1989 and BS 7671 (as amended) is maintained.

57	Service E:8 - Fire Risk Assessments 

57.1.	Service E:8 – Fire Safety is a Core Service (via Billable Works) 

57.2.	Standard SE8 shall apply to this Service. 

57.3.	The Buyer shall be the responsible person for all Buyer Premises and shall retain responsibility for annual Fire Safety Management Plans, including evacuation plans.

57.4.	The Buyer shall ensure all Services delivered by the Supplier are undertaken in compliance with the contents of the Buyer’s Fire Risk Assessment/s at the Buyer Premise/s. 

57.5.	The Supplier shall be responsible for the day-to-day management of fire risk assessment related requirements at Buyer Premises and shall manage requirements for instances where a new fire risk assessment becomes necessary (e.g. following installation of new assets, building refurbishment) via the Performance Partner on behalf of the Buyer. The Supplier shall also be responsible for: 

57.5.1. 	ensuring all Supplier Staff are familiar with the contents of the Fire Risk Assessment (for example, by providing awareness and refresher/familiarity training); 

57.5.2.		ensuring all maintenance activities are undertaken in compliance with the contents of the Fire Risk Assessment; 

57.5.3.		management of Supplier appointed site visitors and sub-contractors (e.g. delivering awareness and refresher training on the contents of the Fire Risk Assessment); 

57.5.4. 	reporting instances where completed maintenance works may necessiate a review or renewal of the Fire Risk Assessment (e.g. after the installation of new fire or access control assets); and 

57.5.5. 	ensuring Supplier Staff awareness of hazard reporting, fire evacuation and fire control measures as outlined within the Fire Risk Assessment.

57.6.	Where exceptionally, the fire risk assessments are to be delivered by the Supplier, the Supplier shall deliver the Services upon request of the Buyer. The costs for the Services shall be managed via Call Off Schedule 4A – Billable Works and Projects. 

57.7.	Where the Buyer requests these Services be delivered by the Supplier, the Supplier shall ensure: 

57.7.1.	They employ a competent independent assessor who shall be approved / authorised by the Buyer to undertake the fire risk assessments at Buyer premises. The assessor undertaking the fire risk assessments shall be independent of those who carry out any design, installation, inspection, maintenance or repair of active fire related systems or passive protection at the Buyer premises. 

57.7.2.	The Supplier shall ensure that the appointed assessor/s hold a competency in compliance certificate with the Fire Risk Assessment Competency Council (FRACC) - competency Criteria for Fire Risk Assessors. The assessments may have an intrusive element with a representative proportion of voids, compartmentation above suspended ceilings etc. being inspected;

57.7.3.	They ensure all fire risk assessments undertaken at Buyer Premises are in compliance with PAS 79-1:2020; and 

57.7.4.	Details are recorded within the Buyer's digital platform and be issued by the Buyer's Performance Partner, in accordance with the defined priority status outlined within the Service Level Agreement (SLA).

57.7.5. Any associated remedial works arising from the fire risk assessments shall be rechargeable (unless they are the result of a failure by the Supplier to deliver the Services in accordance with the requirements of this Specification) and be managed via Call-Off Schedule 4A – Billable Works and Projects. The Supplier shall take prompt action to address these issues in accordance with timescales set out in the Buyer’s Fire Safety Management Plan. 

58	Service E:9- Building Information Modelling ("BIM"), Government Soft Landings ("GSL") and Better Building Information Management (B2IM). 

58.1.	Service E:9 - Building information Modelling ("BIM"), Government Soft Landings ("GSL") and Better Building Information Management (B2IM) are Core Services.

58.2.	Standard SE9 shall apply to this Service. 

58.3.	The Supplier shall support the Authority and individual Buyer requirements for Delivery of a number of strategic priorities related to the wider Government policy by the adoption of measures to improve efficiency and value for money. 

58.4.	These shall include but not be limited to:

58.4.1.	Delivering projects in line with Government’s Common Minimum Standards where applicable;

58.4.2.	Government Soft Landings ("GSL"); and 

58.4.3.	Building information Modelling ("BIM") Level 2 for all Projects.

58.4.4.	Mandated compliance with the Buyer’s B2IM Policies. See Annex F - Buyer Mandated B2IM Policy and Guiding Principles and Annex P - B2IM Policy Guidance for further information.  

58.5.	The Supplier shall have regard to the explanation of BIM and GSL requirements across the industry.    

58.6.	The Supplier shall comply with BIM Level 2 Standards and any updates to these Standards. 

58.7.	The Supplier should be aware that for the purposes of this Framework ISO 19650:2 relates to project Delivery within the suite of BIM Standards and ISO 19650:3 relates to the management of information in operation of the Asset and aligns to ISO 55001. 

58.8.	It is expected that the classification Standards applied should as a minimum reference Uniclass 2015, SFG20 and the NRM3 to enable the ease of transfer between projects and Asset management operations. 

58.9.	The Buyer shall be responsible, upon request, for the provision of a fully complete Asset register as a minimum codified in line with the above Standards and presented using a Construction Operations Building information Exchange ("COBie") file either in .XLS or .XML.

58.10.	The Supplier shall have the capability to provide BIM expertise at critical points in the project design, construction/fit-out and handover phases as well as ongoing through the operational phase of each Buyer’s Premise.  The aim shall at all times be to work with the Buyer to support the development and evolution of their BIM strategy, develop and refine project specific BIM requirements and provide ongoing management and update of the Asset Information Models post hand-over;

Building Information Modelling (BIM) - Overview:	

58.11.	The Buyer will deliver the programme of new regional hubs, and refurbishment of onboarded properties and the Whitehall Campus projects to BIM Level 2 (and compliance with ISO 19650). The Buyer’s BIM objectives are as follows:

BIM as an integrated process: 	

58.12.	For Level 2 BIM to be an integrated part of the delivery and operation of the Buyer Assets.

Hub delivery and operation:  	

58.13.	For the Buyer to: 

58.13.1.	Accurately communicate the necessary 3D models, data and information required to support Asset design and construction; and

58.13.2.	Embrace the benefits of BIM, accurately articulate the models, data and information required to support Asset operation and utilise models/data to support accurate/effective operation across all Buyer premises. This will involve a process of continuous review and improvement for each subsequent Buyer Premises based upon lessons learned on preceding projects.

Technology: 	

58.14.	For the Buyer to have systems/software which supports consistency in data from a single reference point.

BIM progression/industry engagement: 	

58.15.	To engage with wider government and industry to understand progression and showcase BIM delivery across all Buyer Premises. 

Government Soft Landings (GSL): 	

58.16.	To ensure it is implemented as a deliverable across all Buyer Premises. 

Governance and reporting: 	

58.17.	For the Buyer to: 

58.17.1.	To ensure that Estates Executive Board (EEB) is accurately informed of BIM maturity and benefits realisation.

58.17.2.	Through adopting this approach, the Buyer are seeking to realise the following whole Asset life benefits: 

58.17.2.1.	Improved management of the interfaces between separate elements of the supply chain;

58.17.2.2.	Reduced re-work leading to less waste and reduced costs;

58.17.2.3.	Accelerated delivery with consequent construction cost savings and early delivery of benefits;

58.17.2.4.	Early consideration of FM/operations strategy leading to ease of maintenance and reduced whole life costs;

58.17.2.5.	Stakeholder/end user engagement to ensure that Assets are fit for purpose/functional in operation;

58.17.2.6.	The generation of an Asset dataset to support the passage of information from construction and fit-out into service delivery;

58.17.2.6.	Key decision making, verification, approval/sign off through visualisation, model federation and clash detection;

58.17.2.7.	Strategic Asset Management (SAM) benefits; and

58.17.2.8.	Structured and secure information management.

58.17.2.9.	The Buyer requires the Supplier to participate fully in realising and delivering the benefits of a BIM Level 2 approach, with particular focus on maximising efficiency of the ongoing operation, management and maintenance of the built Assets. At summary level the Buyer require the Supplier to:

58.17.2.10.	Provide BIM expertise at critical points in the project design, construction / fit-out and handover phases as well as ongoing through the operational phase of each Buyer Premise. The aim shall at all times be to work with the Buyer to support the development and evolution of their BIM strategy, develop and refine project specific BIM requirements and provide ongoing management and update of the Asset Information Models post hand-over;

58.17.2.11.	Provide and manage a BIM enabled CAFM system which reflects, and will keep pace with, current best practice and ongoing developments in the interoperability of CAFM systems and BIM models (including the 3D models either by directly supporting the 3D models or integration through intermediary software) throughout the life of the contract; and 

58.17.2.12.	Work within the framework of prevailing industry best practice including relevant PAS and BS including but not limited to:

58.17.2.12.1.	PAS 1192; 2 to 6 and the ISO 19650 suite of standards;

58.17.2.12.2.	BS ISO 55000;

58.17.2.12.3.	BS 8210:2012;

58.17.2.12.4.	BS 8587:2012;

58.17.2.12.5.	BS 8536:2010; 

58.17.2.12.6.	BS 8572:2011; and

58.17.2.12.7.	ISO/ITS 8000-150.

58.18.	For the avoidance of doubt, the Buyer shall nominate the Buyer Premises where BIM models shall be required. 

SFG20 Functional Model Data and Workflow - Offices 

58.19.	The Buyer will be establishing a function data model for their offices, to baseline and practically demonstrate how they require the asset information model (AIM) to be structured to deliver specific client applications defined in the data workflow process (see Annex H – SFG20 GPA Functional Model - Offices) - related to project handover into operations and maintenance (post construction); setting up the maintenance service level models by customisation of SFG20 into business critical maintenance regimes ; tender and contract resource modelling; uploading data into the CAFM systems; contract delivery and change control; life cycle asset renewal planning, including development into condition based maintenance during the contract; audits and benchmarking, to ensure compliance and drive continuous improvement and efficiency initiatives. 

58.20.	The function data model for offices will practically utilise relevant industry data classifications (Uniclass, NRM, SFG20 and CIBSE Guide M) in an integrated AIM that will work with BIM projects data, to enable asset information is exchanged and used for the required specific information purposes (e.g. for life cycle costing, carbon and maintenance life cycle events) and in a digital enabled technology common data environment.

58.21.	The Supplier will be accountable for implementing the Buyer’s functional model for offices, in a consistent way of working across the Buyer’s portfolio (i.e. across the “North & Central” & “South & London” lots as appropriate).  The data workflow process defines step by step the responsibilities of the Supplier and the Buyer and other relevant parties involved.

58.22.	The Buyer recognises that this is a step change for them and the Supplier, so to be clear below is summary of what is expected from the Supplier and how the Buyer will input and support the future function office (asset information model), in terms of the actual data workflow during each step of the process. The Buyer is fully committed to working collaboratively with the Supplier to implement this approach and requires the Supplier to do the same.

58.23.	The step by step data exchange and asset information management process shall require:

58.23.1.	Revit and COBie files moved into the common data environment CDE, by the Developer and or Cat A/Cat B Contractors (during the project to handover) 

58.23.2.	Revit and COBie files to be transferred to the Supplier. The Supplier will need to then capture the additional Asset information requirements via as asset verification survey and capturing of additional attribute data required for specific information purposes (e.g. PPM, LCR and CAFM helpdesk etc)

58.23.3.	Supplier uploads COBie files into the Buyer’s Asset Information Model structured data format (configured for the function data model for offices)

58.23.4.	Supplier edits/updates the Function Office Model with salient data following their asset verification/identification processes during Mobilisation.

58.23.5.	The Buyer will provide to the Supplier the client master set of standard SFG20 Functional Model for offices - PPM task schedule library, that will be customised for the Buyer’s estate asset care strategies (offices). See Annex H for further information;

58.23.6.	Supplier uploads the Function Office asset information model data to their CAFM system – i.e. asset data files and the SFG20 master task library

58.23.7.	Supplier to establish an automated upload interface between Buyer office master customised SFG20 licensed version, to their CAFM system, via a API integrated link (in accordance with the SFG20 approved provider CAFM to SFG20 task integration)

58.23.8.	Supplier will be responsible for ensuring that both the Function Office asset information Model and CAFM system, must be kept current 

58.23.9.	Supplier will update the Function Office asset information model from the CAFM with changes to equipment/quantities /location etc. as required.

58.23.10.	Supplier in conjunction with the Buyer utilises the Function Office Model to explore different maintenance strategies to inform on effects of these strategies in relation to asset performance (e.g. condition status, availability), cost and risk.

58.23.11.	Buyer to work with the Supplier to determine future life cycle asset related changes to the asset information model requirements based on cost, risk and building strategy – i.e. statutory complaint (hold); operate and maintain (optimal); invest and/or disposal, refurbishment asset care strategies etc.

58.23.12.	Supplier is to control any changes made in the Revit model post project handover – e.g. physical layout, equipment locations and equipment types.

[bookmark: _heading=h.2xcytpi]58.24.	Details of the Office – Function Model data workflow process for specific applications of the Asset Information Model (AIM), using SFG20 maintenance standards is provided at Annex HH – Functional Model and Asset Information Management (AIM) Processes:

Asset Information Management Process (IMP) - General:	

58.25.	The Supplier shall develop, document, implement and maintain an Information Management Process (IMP) for each Buyer Premise in accordance with PAS 1192-3: 2014 and ISO 19650 suite of standards. The Supplier shall lead this process but shall at all times work closely with the Buyer, and where appropriate third parties such as design teams and construction / fit-out contractors, in the development and establishment of the IMPs. The Buyer shall be required to Approve each IMP prior to implementation and prior to any subsequent amendment of the Approved process.

58.26.	The aim of the IMP shall be to enable the identification and subsequent management, update and provision of accurate information to:

58.26.1.	Support the implementation of the Buyer’s function office (asset information model);

58.26.2.	Enable a consistent approach to the identification and categorisation of Assets which aligns with the Buyer’s function data model for offices and the Buyer Asset Hierarchy requirements for Asset management and reporting;

58.26.3.	Ensure model data accurately reflects the as built Asset; adopting the B2IM  location space naming and the standardised asset hierarchy from building asset down to lowest maintainable component, in accordance with the GPD FM Asset data standards for specific information purposes please refer to Annex KK - Example GPA Asset register data capture sheet;

58.26.4.	Allow the Buyer to develop and maintain individual and estate wide Asset management strategies and delivery plans;

58.26.5.	Support effective management of the Asset lifecycle; including life cycle renewals / forward maintenance plans and net zero carbon interventions;

58.26.6.	Support effective estate management; including the ability to access salient BIM data by FM / workplace services;

58.26.7.	Identify, understand and manage Asset related risks; and

58.26.8.	Export required Master Data in an agreed structure and file format for upload to the Buyer’s MERLIN system.

58.27.	Whilst the Supplier shall follow the principles outlined in PAS 1192-3: 2014 and IS0 19650 part 3 and 4, in developing the IMP, this shall be based upon the following principles whereby the Supplier is responsible for:

58.27.1.	Providing BIM expertise to engage with the Buyer, design, construction, fit-out and handover teams at appropriate stages in each Buyer Premise project to review the content and quality of COBie data at defined stages (as set out in table 1 below) and subsequently review and assure information received at handover against the AIRs and the Information Delivery Plans for each building, which specifies the file naming convention;

58.27.2.	Bringing lessons learned from development of the AIM and COBie data from previous projects to bear to the benefit of future projects; including undertaking retro BIM updates to ensure the BIM model is kept up to date with the latest asset registers and the location / floor / space layouts;

58.27.3.	Implementing the Buyer’s function model for offices, to deliver a consistent way of working across the Buyer’s portfolio;

58.27.4.	The roles & responsibilities in accordance with the trigger points and details of the COBie data information exchanges are set out within Tables 2 & 3 of Annex HH - Functional Model and Asset Information Management (AIM) Processes within Table 2 & 3.

58.27.5.	Maintaining the integrity of the Asset Information Model contained in the CAFM system to be an accurate representation of the building and not to be more than 7 days out of date at any time; 

58.27.6.	Verifying any changes to the data held within the AIM;

58.27.7.	Appointing a sufficiently experienced and qualified data manager(s) to manage the CAFM and changes to the AIM and BIM related models ensuring they are fully aligned and accurate; 

58.27.8.	Maintaining the historical records and the previous versions of the AIM for the life of the Contract and for three further years following the end of the Contract Period.

Two stage process	

58.28.	The IMP shall take account of the two-stage handover of AIM information to the Supplier following:

58.28.1.	Completion and handover of the Cat A Works; and

58.28.2.	Completion and handover of the Cat B Works - based on the Buyers fit-out requirements;

58.28.3.	Each IMP will be required to capture and maintain ongoing Asset in use data of the Cat A Assets throughout the Cat B Works Period. This shall include any necessary updates to the AIM during this period.  resulting from ongoing Service activity undertaken by the Supplier. 

58.29.	The Supplier shall also engage with the Buyer and the CAT B Works Contractor to review developing COBie data and provide comment to the Buyer regarding the completeness, accuracy and appropriateness of this data based upon their knowledge of the Assets and wider industry experience. The aim shall be to highlight any perceived shortfalls, inaccuracies or required improvements to the developing COBie data and provide early warnings so that issues can be raised and resolved with the CAT B Works Contractor. This shall take account of lessons learned on previous projects where appropriate to enhance the quality of future COBie data files and AIMs. The Supplier shall also use this process to, as far as reasonably practicable, minimise the work associated with Asset verification against the updated AIM following completion of the CAT B Works.

58.30.	Following the receipt of an updated AIM following the Cat B Works the Supplier is required to make all reasonable efforts to maintain Asset in use data against those Cat A Assets which remain in situ following the completion of Cat B Works.

58.31.	Whilst, the Buyer will be responsible for assuring and validating the AIM which is handed over at each stage it is anticipated that the Supplier will be required to undertake their own Asset verification exercises in line with the requirements set out in Work Package B – Contract Mobilisation of this specification to confirm the as built maintainable Asset list. Where any variation is identified this shall be highlighted to the Buyer as part of the Asset verification process and the AIM will be returned to either the Cat A or Cat B Works Contractor for correction.

58.32.	Where the output from the asset verification surveys identifies additional asset attribute data, the Supplier shall ensure the differences identified are captured in an assured data file to be used to pass back the detailed changes and additional asset attribute data to input into the BIM model to ensure the BIM and FM CAFM fully align. This is expected to be done to both the Cat A and Cat B models to ensure data alignment. 

Government Soft Landings (GSL)	

58.33.	The Buyer will follow the Government Soft Landings Policy supported by BIM Level 2 and the Supplier is required to implement these principles.

58.34.	The Supplier will be required to work closely with GSL Champions from the Buyer, the main construction contractor(s) and other parties and make available sufficient resources to participate in and undertake, where appropriate, relevant Government Soft Landings activities.



Work Package F – Catering Services are not required.

59	Generic Catering Requirements – No Services required

60	Service F.1	- Chilled Potable Water – no Services required

61	Service F.2 	- Retail Services / Convenience Store – no Services required

62	Service F.3 	- Deli/Coffee Bar – no Services required

63	Service F.4 	- Events and Functions – no Services required

64	Service F.5 	- Full Service Restaurant – no Services required

65	Service F.6 	- Hospitality and Meetings – no Services required 

66	Service F.7 	- Outside Catering – no Services required

67	Service F.8 	- Trolley Service – no Services required 

68	Service F.9 	- Vending Services (Food & Beverage) – no Services required

69	Service F.10 	- Residential Catering Services – no Services required



Work Package G – Cleaning Services are not required

70	Generic Cleaning Requirements – No Services required

71	Service G.1	- Routine Cleaning – No Service required

72	Service G.2 	- Cleaning of Integral Barrier Mats – No Service required

73	Service G.3 	- Mobile Cleaning Services – No Service required

74	Service G.4 	- Deep (Periodic) Cleaning – No Services required

75	Service G.5 	- Cleaning of External Areas – No Services required 

76	Service G.6 	- Window Cleaning (Internal) – No Services required

77	Service G.7 	- Window Cleaning (External) – No Services required

78	Service G.8 	- Cleaning of Communications and Equipment Rooms – No Services required

79	Service G.9 	- Reactive Cleaning (outside cleaning operational hours) – No Services required

80	Service G.10 	- Housekeeping – No Services required

81	Service G.11 	- IT Equipment Cleaning – No Services required

82	Service G.12 	- Specialist Cleaning – No Services required

83	Service G.13 	- Cleaning of Curtains and Window Blinds – No Services required

84	Service G.14 	- Medical and Clinical Cleaning – No Services required

85	Service G.15 	- Pest Control Services – No Services required

86	Service G.16 	- Linen and Laundry Services – No Services required



Work Package H - Workplace FM Services. 	

87	Service H.1 - Mail Services – No Services required

88	Service H.2 - Internal Messenger Service – No Services required

89	Service H.3 - Courier Booking and External Distribution – No Services required

90	Service H:4 - Handyperson Services

90.1.	Service H:4 - Handyperson Services is a Core Service.

90.2.	Standard SH4 shall apply to this Service. 

90.3.	The Supplier shall provide:

90.3.1.	An adaptable and responsive handyperson Service to the Buyer Premises during operational Working Hours. Supplier Staff who execute tasks of this nature shall be adequately trained and experienced for the work to be carried out; and

90.3.2.	All necessary tools and equipment for carrying out the handyperson Service, including access equipment to enable the Supplier to perform tasks safely.

90.4.	The Supplier shall ensure that Supplier Staff are not exposed to danger due to a skills shortage. The Supplier Staff delivering the handyperson Service shall have training and experience in the wide range of maintenance and repair requests that are likely to be demanded of this Service.

90.5.	The Buyer welcomes proposals which maximise the handyperson Service to complement all other aspects of its workforce. The Supplier shall be required to demonstrate the validity and maximum usage of the Service, and continuously seek to drive down Costs associated with the Service through multi-tasking and redeployment on a daily basis.

90.6.	The handyperson Service shall have general expertise in the wide range of maintenance and repair requests that are likely to be demanded of this Service.

90.7.	With sole contact being made through the Buyer's digital platform, the handyperson Service shall be available to deal with general small repairs and decoration on a planned, reactive or ad hoc basis.  Tasks likely to fall within the remit of the handyperson Service include but are not limited to: 

90.7.1.		Picture hanging;

90.7.2.		Shelf hanging;

90.7.3.		Pin-board installation;

90.7.4.		Light bulb changing;

90.7.5.		Toilet seat replacement;

90.7.6.		Lamp replacement and disposal;  

90.7.7.		Clearing pipe/drain blockages;

90.7.8.		Building fabric inspections;

90.7.9.		Carpet repairs; and

90.7.10.	Movement of boxes and small-scale furniture items.

90.8.	The Buyer shall request these works on an ad-hoc basis as-and-when required via the Buyer's digital platform. The Supplier shall ensure that the handyperson Services are delivered in accordance with the Buyer's requirements and timeframes. The costs for these Services shall be based on the agreed rates specified within the Contract.  The Supplier shall ensure full details of times allocated to undertake work at a Buyer Premise are recorded, along with the task reference, on the Buyer's digital platform.

90.9.	For consumables and small components, the Buyer may require the allocation of a fixed cost for each full day of the service at the Buyer Premises. The Supplier shall be responsible for managing a Monthly reconciliation process with the Buyer to track projected and actual spend to ensure a value-for-money service is delivered and maintained. Where these requirements are required, they will be discussed and agreed during the Mobilisation Period. 

90.10.	The requirement for a site-based handyperson service shall be agreed with the Buyer during Mobilisation and reviewed on a regular basis (as a minimum annually).

90.11. 	Where Service H.4 (Handyperson Services) are required and static provision is in place (please refer to Annex A Service Matrix - Building Specifics), the costs associated with provision of the Services by Supplier Staff shall fall within the Fixed Fee.   Where Services are to be delivered via non-static and/or site-based Supplier Staff and  there are no costs in respect of these Services included within the Fixed Fee, these costs shall be managed via Call Off Schedule 4A - Billable Works and Projects.

91	Service H.5	- Move and Space Management - Internal Moves - No Services required

92	Service H.6 	- Porterage – No Services required

93	Service H.7 	- Clocks – No Services required

94	Service H.8 	- Signage – No Services required

95	Service H.9 	- Archiving (on-site) – No Services required

96	Service H.10 	- Furniture Management – No Services required

97	Service H.11 	- Space Management – No Services required

98	Service H:12 	- Cable management

98.1.	Service H:12 	- Cable management is a Core Service.

98.2.	Standard SH12 shall apply to this Service. 

98.3.	This Service requirement shall be outside the Charges and shall be managed via Call-Off Schedule 4A – Billable Works and Projects. 

98.4.	The Supplier shall be responsible for installing additional data cabling and moving floor boxes and grommets as instructed by the Buyer. The Supplier shall ensure that all cabling which the Supplier installs is of a suitable Specification to guarantee continuity of the Services and signal quality. This cabling shall be used exclusively for the transmission of data or voice.

98.5.	The Supplier shall provide installation work without compromising the integrity of any historic Buyer Premises and in a manner so as to avoid damage to the building fabric. Prior to carrying out work to a historic Buyer Premises the Supplier shall undertake a full survey of the proposed cable routes, prepare a method statement and discuss their proposal with the Buyer.

99	Service H.13	- Reprographics Service – No Services required

100	Service H.14 	- Stores Management – No Services required

101	Service H.15 	- Portable Washroom Solutions – No Services required

102	Service H.16 	- Administrative Support Services – No Services required



Work Package I - Reception Services are not required

103	Service I.1 - Reception Service – No Service required

104	Service I.2 - Taxi Booking Service – No Service required

105	Service I.3 - Car Park Management and Booking – No Service required

106	Service I.4 - Voice Announcement System Operation – No Service required



Work Package J - Security Services are not required

107	Service J.1	- Security Guarding Service – No Service required

108	Service J.2 	- CCTV / Alarm Monitoring – No Service required

109	Service J.3 	- Control of Access and Security Passes – No Service required

110	Service J.4 	- Emergency Response – No Service required

111	Service J.5 	- Patrols (Fixed or Static Guarding) – No Service required

112	Service J.6	- Management of Visitors and Passes – No Service required

113	Service J.7 	- Reactive Guarding – No Service required

114	Service J.8 	- Additional Security Services – No Service required

115	Service J.9 	- Enhanced Security Requirements – No Service required

116	Service J.10 	- Key Holding – No Service required

117	Service J.11 	- Lock Up / Open Up of Buyer Premises – No Service required

118	Service J.12 	- Patrols (Mobile via a Specific Visiting Vehicle) – No Service required



Work Package K - Waste Services are not required

119	Generic Cleaning Requirements – No Services required

120	Service K.1	- Classified Waste – No Service required

121	Service K.2 	- General Waste – No Service required

122	Service K.3 	- Recycled Waste – No Service required

123	Service K.4 	- Hazardous Waste – No Service required

124	Service K.5 	- Clinical Waste – No Service required

125	Service K.6 	- Medical Waste – No Service required

126	Service K.7 	- Feminine Hygiene Waste – No Service required



Work Package L 	- Miscellaneous FM Services are not required

127	Service L.1 	- Childcare Facility – No Service required

128	Service L.2 	- Sports and Leisure – No Service required

129	Service L.3 	- Driver and Vehicle Service – No Service required

130	Service L.4 	- First Aid and Medical Service – No Service required

131	Service L.5 	- Flag Flying Service – No Service required

132	Service L.6 	- Journal, Magazine and Newspaper Supply – No Service required

133	Service L.7 	- Hairdressing Services – No Service required

134	Service L.8 	- Footwear Cobbling Services – No Service required

135	Service L.9 	- Provision of Chaplaincy Support Services – No Service required

136	Service L.10 	- Housing and Residential Accommodation Management – No Service required

137	Service L.11 - Training Establishment Management and Booking Service – No Service required



Work Package M – CAFM / Systems Service Desk 	

138	Service M:1 – CAFM / Systems Service Desk

138.1.	Service M:1 - Systems Service Desk is a Core Service

138.2.	Standard SM1 shall apply to this Service. 

138.2.	Standard SM1 shall apply to this Service.

138.3.	The Helpdesk will be provided via the Buyer’s Performance Partner via the use of the Buyer’s Digital Platform 

138.4.	Via the Buyer's Digital Platform, the Supplier's Systems Service Desk will receive notification of reactive and other activities that the Supplier is required to perform as part of the Services. During the Mobilisation Period the Supplier shall liaise with the Buyer to ensure that Bi Directional information flow interfaces between the Supplier's and Buyers systems are established as a means of facilitating the delivery of the Services. 

138.5.	The Supplier shall provide the Systems Service Desk and associated software required to deliver the services for the Buyer and should include Costs in the Charges.

138.6.	The Supplier shall be responsible for inputting & recording data within the Systems Service desk, which is aligned with the Buyers Asset information requirements. This will be aligned with the service level and duties required under a SFG20 maintenance model and task schedules.

138.7.	The Supplier shall ensure that all managerial quality monitoring, complaints, PPM and reactive activities are managed, executed and monitored through the Systems Service Desk and uploaded to the digital platform.

138.8.	The Supplier shall work closely with the Buyer during the Mobilisation Period to produce and maintain a contract fixed Asset register in line with the Asset information requirements schedule as defined by the Buyer. This shall be compiled from condition surveys, location surveys, operating and maintenance manuals and all Asset register details entered into the Systems Service Desk and uploaded to the digital platform.

138.9.	At the end of the Contract, the Supplier shall be responsible for ensuring that all information is quality checked to ensure full compliance with the Standards of a Construction Operations Building information Exchange. Information shall be codified in line with SFG20, Uniclass 2015 and NRM3 for quality assurance purposes for completeness and accuracy. For the avoidance of doubt, any Buyer data held by the Supplier at the end of the contract that is not uploaded to the digital platform or other requested methods of information sharing, remains in the Buyer's ownership and shall be transferred to the Buyer as part of the Contract close out process.

138.10.	The Supplier will work with the Buyer to limit the requirement for further survey and Asset verification in the event of the coming to an end of their Contract.

138.11.	The Supplier shall ensure that all feedback information associated with its activities and information relating to the completion of Service requests is promptly and accurately entered into the Systems Service Desk and uploaded to the digital platform.

138.12.	The Supplier shall provide the necessary resources to maintain, extend and enhance both the quality and the depth of the information held in the digital platform to the mutual benefit of both itself and the Buyer.

138.12.1.	The adoption of point cloud survey information;

138.12.2.	Building information models;

138.12.3.	Photogrammetry; and 

138.12.4.	Telemetry.  

138.12.5.	The Supplier shall ensure that: 

138.12.6.	All Assets are individually referenced and capable of being identified, by geographical location, interoperable industry data classifications including SFG20, CIBSE Guide M, NRM3 and Uniclass 2015 and to the breakdown required by the Buyer Asset Hierarchy Requirements for Asset management and reporting; 

138.12.7.	The Systems Service Desk shall have the flexibility to allow these hierarchies and classifications to be cross-referenced at different levels to allow greater capability in identifying particular Assets, systems or sections of Services within any Buyer Premises. The Supplier shall take into account the appropriate data security considerations of how this information is stored and be aware of the Centre for Protection for National Infrastructure guidance;

138.12.8.	All Assets which are scheduled for maintenance or require attention due to malfunction are clearly identified on job sheets, using digital formats / forms wherever possible, with respect to type and accurate location; 

138.12.9.	The Systems Service Desk shall have the ability to record and track the history of reactive work on specific Assets as required by the Buyer; and

138.12.10.	All response and rectification periods required by the Buyer are maintained within the Systems Services Desk which has the capability to produce alerts as reactive or planned works that are about to breach their KPI agreement.

138.12.11.	All Assets for which it is responsible are allocated with a unique Asset number (which can be read electronically e.g. by using a bar code system or equivalent).

138.13.	The Supplier shall create a measure within the Systems Service Desk which allows the suspension of any reactive activity which results in a repair which cannot be completed due to lead times of replacement parts or the need for the Buyer’s sanction of Costs (e.g. automated delay request and authorisation process). The Supplier shall agree in advance with the Buyer the exact criteria for suspension and propose an exact and detailed list of criteria where suspension maybe required. The Supplier shall at all times use best endeavours to provide a temporary solution prior to application of this measure. All delays should be notified to the Buyer, with timescales for the permanent repair, through the digital platform.

138.14.	The Supplier shall ensure that the Systems Service Desk has the capability to mirror the Buyer’s Digital Platform’s ability to link duplicate Service requests and parent and child Service requests and track Service requests through the various stages to completion.

138.15.	All parent and child relationships should be codified and recorded within any data or information exchange from the Systems Service Desk.

138.16.	The Supplier shall ensure that the Systems Service Desk captures all Costs including maintenance, direct labour and Subcontractor labour, in addition to material Costs for each Asset.

138.17.	The Supplier shall provide all data required by the Buyer’s Master Data Set in a common file format (for example CSV or Excel) on a regular basis which shall be no less frequently than monthly. The Supplier and the Buyer will work collaboratively and agree during the Mobilisation Period suitable data structures and file formats for the provision of this data. The Supplier shall review with the Buyer on a regular basis which shall be no less frequently than quarterly the Master Data Set requirements and the associated data structures and file formats to ensure that these remain appropriate for the Buyer’s needs. This may result in additional data requirements being added to the Master Data Set and the Supplier shall collaborate fully in ensuring the provision of additional required information. The Supplier shall subsequently provide all required data in the agreed data structures and file formats at the agreed frequencies.  

138.18.	In the event that the Buyer implement alternative management information (MI) software over the Service Period, the Supplier shall collaborate fully with the Buyer to allow full integration between the Supplier’s systems and the Buyer’s MI software to facilitate the dynamic exchange of required data in the event that this is required.

138.19.	The Systems Service Desk shall have the capability to interface with the Buyer’s Digital Platform to ensure the ability to:



138.19.1.	Record and report by each Buyer Premises or location;

138.19.2.	Review work assignment to both maintenance staff and Subcontractors;

138.19.3.	Track maintenance activity, status updates and the provision of on-screen alerts;

138.19.4.	Provide automated email notifications of work requests;

138.19.5.	Provide automatic status updates to the Buyer’s Authorised Representatives and Building Users;

138.19.6.	Provide search and visibility of calls and activities;

138.19.7.	Provide automatic associated hazard warnings, for example asbestos alerts;

138.19.8.	Provide status reports and updates on the level of statutory compliance at the Buyer Premises;

138.19.9.	Allocate and schedule appointment dates and times with the Buyer for maintenance works, audits and inspections; 

138.19.10.	Provide online portal systems to facilitate automated online booking systems to enable the Buyer to schedule attendance for works directly online; 

138.19.11.	Provide a repository for all Buyer documents where these relate to Delivery of the Services to include but be limited to CAD drawings, schematic drawings, photographs, BIM drawings, statutory certificates and other compliance related data and documentation in various formats to include 2D, 3D and scanned documents; 

138.19.12.	Provide automated facilities for online invoicing, hard and soft charging processes and payment processes; 

138.19.13.	Provide clear and proactive management of KPI agreements;

138.19.14.	Log Service requests via intranet and internet; 

138.19.15.	Automatically prioritise work and job escalation when appropriate.

138.19.16.	Act as a tool to manage and administer the PTW system.

138.19.17.	Act as a BIM enabled Systems A service Desk. The Supplier shall be expected to select, implement and maintain the system deployed on this Contract to maximise the potential for delivering a BIM enabled Systems Service Desk capable of:

138.19.18.	Importing the COBie files to the Systems Service Desk – the data from which is to be used to support ongoing management of the sites and delivery of the Services;

138.19.19.	Establishing site specific Systems Service Desk Asset registers from the COBie data file codified in line with the COBie standard and interoperable industry data classifications including SFG20, CIBSE Guide M, NRM3 and Uniclass 2015 and to the breakdown required by the Buyer Asset Hierarchy Requirements for Asset management and reporting set out within Annex R -  B2IM Guide for Handover to FM_V1.0 This shall enable full visibility and reporting of Asset data in accordance with the Buyer Asset Hierarchy Requirements for Asset management and reporting;

138.19.20.	Maximise interoperability between the Systems Service Desk and the BIM models (including the 3D models either by directly supporting the 3D models or integration through intermediary software) in line with prevailing best practice and ongoing technological developments in system technology, capability and functionality; and

138.19.21.	Provide an archive function to maintain historical records and previous versions of the AIM.

138.20.	The Asset tracking functionality shall operate in line with the Asset information requirements of the Buyer and have the capability to interface with the Buyer’s Digital Platform to ensure the ability      to:

138.20.1.	Provide various forms of information relating to Assets including location, warranty, parts and maintenance records;

138.20.2.	Provide logical grouping of Assets for easy storage, retrieval and viewing codified in line with interoperable industry data classifications including SFG20 (based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules, CIBSE Guide M, NRM3 and Uniclass 2015. This shall enable full visibility and reporting of Asset data in accordance with the Buyer Asset Hierarchy Requirements for Asset management and reporting;

138.20.3.	Provide the ability to record planned and reactive maintenance information to enable full visibility of an Assets service history;

138.20.4.	Ensure future planned and reactive maintenance requirements generate alerts at the appropriate time;

138.20.5.	Integrate with other facilities data to provide detailed financial and ownership details;

138.20.6.	Identify movement and tracking of Assets within existing or external systems;

138.20.7.	Associate Assets to the Buyer’s Staff departments or locations;

138.20.8.	Associate Asset contract for automatic issue of related Service requests to maintaining third party suppliers;

138.20.9.	Provide an export capability of Asset data to third party applications using industry standard tools, for example an application programming interface ("API") or through export to a suitable interoperable file format aligned to the information structure of COBie and interoperable industry data classifications including SFG20 (based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules), CIBSE Guide M, NRM3 and Uniclass 2015;

138.20.10.	Provide full Asset reporting for distribution to interested parties defined by the Buyer; and

138.20.11.	Provide the ability for two-way communication including importing data from third party financial software or exporting to a data file.

138.20.	The cost control functionality shall have the capability to interface with the Buyer’s Digital Platform to ensure the ability to:

138.20.1.	Track costs through multi-level hierarchy of budgets, contracts and projects;

138.20.2.	Provide transparency of full facilities spend and generation of single or multi-line purchase Orders;

138.20.3.	Utilise the NRM3 standard to classify the information. The Supplier shall ensure that the Systems |Service Desk captures all costs including maintenance, direct labour and Subcontractor labour, in addition to material and equipment costs for each Asset.

138.20.4.	Discount purchase Orders or individual line items;

138.20.5.	Provide purchase Order receipt acknowledgement;

138.20.6.	Navigate, search and view all budget information;

138.20.7.	Link trade rates to the contractual resource rates agreed with the Buyer. The Supplier shall ensure that all labour resources utilised in delivering the Services are fully capable of being audited against their respective tasks and the hours worked; 

138.20.8.	Provide projects functionality which enables tracking of project spend, progress against the defined RIBA outputs, key Milestone Dates and stakeholders;

138.20.9.	Provide costs for all Billable Works; 

138.20.10.	Easily distribute information to stakeholders;

138.20.11.	Ensure financial reports are available for ad hoc reporting or scheduled generation basis;

138.20.12.	Navigate data tree to ensure simple management and retrieval of all facilities information; and

138.20.13.	Manage health and safety equipment and Service requests.

138.21.	The property management functionality shall have the capability to interface with the Buyer’s Digital Platform to ensure the ability to:

138.21.1.	Provide a dynamic link to property related planned maintenance activities;

138.21.2.	Provide storage and maintenance of hazardous related data, for example asbestos;

138.21.3.	Track the condition of the Buyer Premises including but not limited to structure, fabric and mechanical elements; 

138.21.4.	Monitor building lifecycle costs and energy efficiency;

138.21.5.	Store all Buyer Premises related documents including contracts, lease agreements and health and safety documents;

138.21.6.	Navigate the storage of Buyer Premises contact information;

138.21.7.	Generate property management reports;

138.21.8.	Use industry standard BIM tools to detail, plan and manage space allocation; 

138.21.9.	Utilise interoperable industry standard data classifications including SFG20 (based upon the Buyer’s prevailing and current customised SFG20 maintenance model and task schedules), CIBSE Guide M, Uniclass 2015 and NRM3 to map spaces, Assets and assign attributes; in line with the COBie structure; and

138.21.10.	Ensure easy movement and tracking of Assets within the CAFM System.

138.22.	The report functionality shall have the capability to interface with the Buyer’s Digital Platform to ensure the ability to:

138.22.1.	Report on Helpdesk performance management; 

138.22.2.	Automatically generate reports;

138.22.3.	Provide direct email distribution to stakeholders;

138.22.4.	Produce specific corporate reporting requirements; 

138.22.5.	Analyse data;

138.22.6.	Provide extensive reports as standard;

138.22.7.	Provide measured performance benchmarking; and

138.22.8.	Provide cost control and monitoring.

138.22.9.	Enable effective trend analysis.

138.23.	The Supplier shall ensure that in line with best practice, the Systems Service Desk has its own Business Continuity and Disaster Recovery Plan in place to enable continuity of service without degradation. This shall include the requirement to maintain the interface with the Buyer’s Digital Platform and details of the measures to be invoked to minimise risks to service disruption.  

138.24.	The Systems Service Desk shall contain a full audit trail of all performance monitoring activity undertaken, including sufficient information to calculate the performance against Contract KPIs 

138.25.	The Supplier shall ensure that the Systems Service Desk incorporates a comprehensive Asset list for furniture Assets provided by the Buyer’s third-party FF&E supplier. 

138.26.	The Asset list shall be maintained in the following format (See Table 3) to ensure consistency with other the Buyer properties:

138.27.	The Buyer’s FF&E supplier will provide the Supplier with the initial Asset list during the Mobilisation Period. The Supplier will subsequently be required to receive and incorporate updates to the Asset list from the Buyer’s FF&E supplier following the addition of any new items or the replacement or removal of existing items. The Supplier shall liaise with the FF&E supplier on a regular basis to ensure that the Asset list on the Systems Service Desk remains accurate.



Work Package N – Helpdesk Services

139	Service N:1	- Helpdesk Services - Service not required 



Work Package O – Management of Billable Works

140	Service O:1 - Management of Billable Works; Small Works, Projects and Reactive Maintenance Works

140.1.	Service O:1 - Management of Billable Works; Small Works, Projects and Reactive Maintenance Works is a Core Service

140.2.	The Supplier shall comply with the requirements contained within Call-Off Schedule 4A - Billable Works and Projects and Standard SA7 when delivering all new works on behalf of the Buyer.

140.3.	Where the Buyer opts for the Supplier to Deliver Projects, the Supplier shall manage the projects in accordance with the current edition of the RIBA Plan of Works. The costs for the management Services shall be as defined within the rates specified at Framework.

140.4.	The Buyer shall be the final arbiter on whether new works are classified as a project requiring the RIBA management approach.

140.5.	The Supplier shall comply with the Buyers procurement rules as amended from time to time and the management should ensure compliance with the Buyer procurement procedures and financial limits.

134.6.	All Billable Works remain subject to the Supplier’s safe systems of work. All method statements, risk assessments and permits to work shall be produced by the Supplier and passed to the Buyer for Approval before works commence.

140.7.	The Supplier shall communicate fully and effectively with Building Users regarding Small Works (where these have the potential to cause disruption to Building Users) and Projects. This shall include, although shall not necessarily be limited to:

140.7.1.	Advance notification, in the form agreed with the Buyer, of forthcoming works within various areas of the Buyer Premises;

140.7.2.	Communication of the planned commencement, duration and completion of works; and

140.7.3.	Regular status updates throughout the work period.

140.8.	Following completion of the works the Supplier shall agree with the Buyer a process for requesting customer feedback on the management and completion of the works. The Supplier shall subsequently gather and report on customer feedback in line with the agreed process.

140.9. 	The Supplier, as part of the Services, will be expected to support the Buyer in the review and snagging of works carried out by third-party contractors within the Buyer Premises. This will occur prior to any Assets from these works being transferred to the Supplier’s responsibility and will include the review of project documentation, overview of Assets provided and report back with specific maintenance and repair requirements. The process around defect liability will be discussed during the Mobilisation Period and agreed by the Buyer.

140.10.	Upon completion of Small Works and Projects, the Buyer/ Performance Partner shall inspect the works and sign off as satisfied and completed. All completed works must be reported in the Supplier’s monthly service review report.

140.11.	Where works are deemed to be a Project:

140.11.1.	The Buyer will provide a written brief to the Supplier to price and carry out any Project Work.

140.11.1.	The Supplier shall provide suitably qualified project management resources to take overall responsibility for each project. The project manager’s responsibilities shall include but not be limited to the following:

140.11.2.	Project management;

140.11.3.	Producing project plans/programmes;

140.11.4.	Supporting the Buyer where requested in ensuring full legislative compliance, including Construction Design Management (CDM) and building regulations;

140.11.5.	Submitting planning applications in advance of the works;

140.11.6.	Ensuring method statements and risk assessments are in place and are adequate for the task(s);

140.11.7.	Provision and management of permit to work submissions;

140.11.8.	Ensuring all appropriate licences are in place, such as scaffolding;

140.11.9.	Managing and escorting Subcontractors. Where escorting services may be required for third-party appointed suppliers, the Supplier shall be responsible for the provision of these escorting services. Where the Service cannot be delivered by Supplier Staff deployed to the Buyer Premise without impacting on the Services, costs shall be managed via Call-Off Schedule 4A - Billable Works and Projects subject to the agreed contract rates where agreed by the Buyer; 

140.11.10.	Attending meetings, taking minutes of those meetings and distributing minutes to relevant parties;

140.11.11.	Obtaining the Buyer’s sign off/Approval on completion of the project;

140.11.12.	Ensuring all items identified on the snagging list are dealt with in a timely manner;

140.11.13.	Project handover;

140.11.14.	Defect liability - All works are to be inspected and signed off by the Supplier and the Buyer and if required, manage the resolution of all defects;

140.11.15.	Compilation of the project O&M files or updating of existing building O&M's and the Buyer's digital platform; 

140.11.16.	Ensuring all new Assets and associated information are up-loaded and updated on the Buyer's digital platform; 

140.11.17.	Warranty management; and

140.11.18.	Administration and invoicing - details of all completed project work must be recorded, reported and invoiced independently. 

140.12.	The Supplier shall appoint additional staff, such as site managers/clerk of works as necessary.

140.13.	The names of all Supplier Staff undertaking Project works must be supplied to the Buyer before work is commenced. A team leader is to be specifically nominated for each Project on site and is to be identified to the Buyer prior to work commencing.
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