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[bookmark: _Toc457568640]1.	INTRODUCTION AND BACKGROUND 

1.1	Thurrock Council has a housing stock of over 9,000 properties as a mixture of dwellings including high rise, low rise and individual houses.  Where required, the Council commission’s contractors to carry out disabled adaptation works to Council properties in order to facilitate independence for residents.  In addition, the Council manages the provision of the Disabled Facilities Grant (DFG) which enables owner occupiers in the borough to secure funding to carry out disabled adaptations to their properties where this is necessary.  

1.2	This contract establishes contractors to deliver Disabled Adaptations Services for Major Adaptations (valued above £1,000)

1.3	Primarily the work will be delivered in Thurrock Council properties; however there will be some work required in owner occupied properties, where this is managed directly by the Council.  Where owner occupiers choose to manage projects directly, they may choose alternative contractors.

1.4	The scope and volume of works is subject to demand and the Council makes no commitment to value during the Contract Term.  Contractors shall note that the Transforming Homes Programme (improvements to properties) will cover adaptation works required where the property falls within the current programme tranche.

1.5	In responding to this opportunity, Contractors confirm that they can comply with the relevant statutes and regulations current at the time of the selection process, including as relevant, Gas Safety, Health and Safety, Control of Asbestos, COSHH, Electricity at Work, Manual Handling and Personal Protective Equipment.
[bookmark: _Toc457568641]2.	AIM OF THE CONTRACT 

2.1	Overall, this Contract shall deliver high quality Disabled Adaptations services to properties in Thurrock.  Achievement of the aims will generally be measured by the Contractor’s performance as set out in the Key Performance Indicators in Appendix 1 to this specification.
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[bookmark: _Toc457568643]3.1	Health and Safety
3.1.1	All Contractors are expected to fully comply with ALL health and safety legislation.  All new operatives shall be formally trained in the safe use of all tools and Contractors shall ensure that their operatives have the correct equipment including personal protective equipment.  Full training and assessment records of all operatives must be kept in an acceptable manner.  Important safety precautions include:

3.1.1.1	The Contractor and all persons (including sub-Contractors) employed by him on the work shall comply fully with the Health and Safety at Work Act 1974 and all appropriate enactment’s which are relevant statutory provisions under that Act and with all other relevant safety requirements and with appropriate codes of practice and Health and Safety Executives Good Practice Guidance Notes. 

3.1.1.2	The Contractor shall provide all necessary equipment and safe provision for power to the works. 

3.1.1.3		Unless explicitly agreed by the Authorised Officer, the Contractor will not be allowed to use the existing dwellings and their services and amenities. This shall apply irrespective of any permission and/or arrangements given or made between the Contractor and the customer at the dwelling.  

[bookmark: _Toc319654396]3.1.1.4		Under the Control of Asbestos Regulations 2012, the Contractor is expected, where Asbestos Containing Materials (ACMs) are discovered, to stop works immediately and notify the Authorised Officer without delay so corrective action can be taken. Under no circumstances shall any ACM be removed or disturbed, the requirement on the Contractor shall be to provide appropriate feedback immediately. 

3.1.1.5	The Contractor shall put in place sufficient insurance to cover all on site risks both for their own equipment and staff, and for the resident and their property.
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3.2.1	Where Contracts are notifiable under CDM the Client will advise on the arrangement prior to the commencement of works in line with legislation. 
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3.3.1	Thurrock have an excellent reputation for customer service, and aim to maintain this by working in partnership with their Contractors.

3.3.2	In order to achieve this, the Contractor shall follow best practice principles in their contact with residents regarding work to be completed in their property.  The following list provides examples of these principles, but is not exhaustive.

· All communication (e.g. letters) must be easy to understand and identify who is the contact (name, address, telephone number etc.);
· All workers must wear identity cards at all times;
· The resident’s permission must be sought before the Contractor (or anyone acting for him) works/inspects etc. within the curtilage of the property or on the property itself; and
· All workers will act as quietly as possible and take steps to minimise disruption to residents
· Work will take place in resident’s homes or within communal areas between the hours of 8am to 5pm.

3.3.3	Where the work also needs access to residents’ homes, the Contractor shall comply with the following additional requirements:

· Residents must be treated with respect and in a friendly and courteous manner;
· At all stages the resident must be consulted about the work.  For example, in making appointments to service gas appliances, making arrangements for the work to be done and deciding whether a satisfactory job has been done.  
· The prescribed level of supervision by the Contractor must be guaranteed and, at an individual level, both client and Contractor representatives must establish good working relationships, understanding each other’s requirements.

3.3.4	In the interests of safeguarding all, employees should not have unsupervised access to children (under the age of 18) or vulnerable adults and it is important that the resident/householder maintains responsibility for supervision of persons on site during the works. Contractors are not permitted to work in premises occupied by persons of under the age of 18 unless supervised by a member of the household of at least 18 years of age. Where this supervision is not in place, the operatives must withdraw from site immediately until adequate supervision is reinstated, record any delays, and report to the Contract Manager If the Contractor has any further concerns, including the behaviour of the resident/householder, they should report these immediately to the Employer’s representative.

[bookmark: _Toc457568646]3.4	Working in Occupied Homes
3.4.1	Where the work is taking place in homes which are lived in whilst the work is carried out the Contractor must ensure that the workforce engaged in this contract (including sub-Contractors where used) adopt a high standard of customer care at all times.  In addition to the customer service requirements set out, all staff must adhere to the following rules as a minimum:
.
· The use of radios for site entertainment is not permitted;
· Use of offensive or abusive language will not be tolerated;
· All residents must be treated with proper respect and in particular the requirements of the elderly and those with special needs
· The Contractor shall prohibit staff from smoking or using any of the residents welfare facilities (WC, sink, etc.) whilst attending any property; and
· All staff will be required to be properly and presentably dressed in appropriate work-wear to the satisfaction of the Authorised Officer.  

3.4.2	The Contractor must treat the property of the customer with respect.  Specifically, it shall be brought to the Contractor’s notice that he shall be working around customer’s own white goods in confined areas and the therefore must make all attempts to minimise disruption and damage.  The Contractor shall be liable for any damage he causes to the Resident’s own property by act or failure to act as appropriate.

3.4.3	The Contractor will ensure that all residents have equal access to the service regardless of vulnerability or diversity. Thurrock will require formal acknowledgement that all operatives have undertaken recognised training with regard to Equality and Diversity

3.4.4 	Where necessary, dust sheets must be provided and used to minimise the impact of any works to the Resident’s property. 

3.4.5	The Contractor, any workers, or sub-Contractors must not make any comment or pass opinions relating to housing maintenance/servicing decision or Council Policy.  Any queries about such a decision should be referred to the Contract Manager.
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3.5.1	Thurrock Council are committed to equality of opportunity and wish to encourage Contractors to demonstrate a similar commitment. Contractors should therefore:
· Adopt their own equality and diversity policies and procedures;
· Take steps to ensure that they recruit people to reflect the ethnic mix of communities in which they are working;
· Abide by the statutory requirements of the Race Relations Act, the Sex Discrimination Act, the Age Discrimination Act and their respective Codes of Practice; and
· Where appropriate, seek advice from bodies such as the Council for Racial Equality (C.R.E) and the Equal Opportunities Commission (E.O.C).
3.5.2	Discriminatory behaviour or racial or sexual harassment towards its agents, employees, or Residents will not be tolerated. Any allegation of such behaviour will be investigated thoroughly by the Council and appropriate action will be taken if allegations are found to be sustained.
3.5.3	Equally through its Tenancy Agreement Thurrock Council require Residents not to harass any neighbour, employee or agent of the Council. Contractors or their operatives who have suffered harassment should bring this to the attention of Thurrock Council who will fully investigate the allegations.

[bookmark: _Toc457568648]3.6	Working with the Council
3.6.1	The Contractor shall deliver this service with the Council in a way that embodies the spirit of partnership. 

3.6.2	The Council’s “Contract Manager” shall provide the overall client management element of the contract.  The “Authorised Officer” will provide the day-to-day liaison in terms of instruction, variation and data collection.

3.6.3	The Contractor, his operatives and sub-contractors must work under the ethos of “zero defects”, and each one of them must take responsibility for ensuring their works are free of defects prior to leaving the property. 
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3.7.1	The Contractor shall put in place a complaints system that is compatible with the Council’s Complaints Procedure, details of which are available at https://www.thurrock.gov.uk/how-to-complain/general-complaints

Details of complaints and the remedial action where appropriate shall be shared with the Contract Manager at the performance meetings.
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[bookmark: _Toc457568661]4.1	Overview
4.1.1	This lot is for building works to form major adaptations to residents’ homes over the individual value of £1,000.  (Minor adaptations under this value are covered by a separate contract).  

4.1.2	Adaptations can include kitchen adaptations, bathroom adaptations including low threshold showers, graded floor showers and over bath showers; platforms/ramps and door widening. More complex adaptations can include internal conversions and bathroom and/or bedroom extensions.
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5.2.1	The Council intends to appoint one contractor to manage ongoing projects. 

5.2.2	Work will be allocated on the following basis:

	Work Value
	Process

	Adaptations up to £10,000 in value
	Direct Award as follows:

The project will be offered to the contractor to provide a quotation (5 working days to receive), once quotation is received and agreed, works is to be raised and issue to contractor, start date agreed.

	Adaptations over £10,000 in value
	The project details and timescale will be given to the contractor who will be asked to provide a price for the works.  

Providing all conditions (timescale etc. as will be notified with the project documentation) are complied with, the project will be awarded.
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5.3	Works Requirements and Pricing
5.3.1	All works must be carried out in accordance with relevant statutory legislation, best practice and health and safety guidelines, including CDM requirements where appropriate.

5.3.2	The detailed requirements for each element – kitchens, bathrooms, carpentry etc. are set out in the Pricing Schedule to form a schedule of rates for the contract.

5.3.3	The Contractor shall carry out a site visit and provide a fixed price for each individual project, based on this schedule of rates.  

5.3.4	Specific requirements and tenants/residents needs will be notified to the Contractor by the Authorised Officer or the Council’s Occupational Therapist in attendance.
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[bookmark: _Toc457568665]6.2	Performance Management
6.2.1	The Council’s Authorised Officer will be responsible for Performance Management of the Contract.  Management will take place through analysis of data, consideration of performance against the KPIs and regular meetings with the Contractor.

6.2.2	Contract Management meetings shall take place at regular intervals between the Council and the Contractor, according to need and usage.

[bookmark: _Toc457568666]6.3	Key Performance Indicators 
6.3.1	The Contractor shall provide data to evidence their performance against the Key Performance Indicators.  These KPIs are set for the first year of the contract.  Detail be submitted to the Contract Manager to the schedule as set out in the “Reporting Frequency” column.

6.3.2	The Council will measure both the performance against and the relevance of, the Key Performance Indicators on an annual basis and agree with the Contractor any revisions of these in advance of the next contract year.
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6.4.1	Additionally, the Contractor shall provide data as requested by the Contract Manager which will evidence further performance of service delivery.  This data may not initially have a target figure, but may form part of the discussions and amendments to the list of Key Performance Indicators.
[bookmark: _Toc457568668]6.5	Contractor’s Quality Assurance
6.5.1	The Contractor shall put in place a robust quality management system that they will use for internal monitoring to ensure that the level of service delivered is as required by the Council.  Details of the proposed quality Assurance System shall be provided within the tender submission.
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	Objective
	Output
	Measurement
	Target
	Reporting Frequency

	1) Disabled Adaptations Works to Council and Private Properties 
	
1a)  Quotation for works within 5 days of request





1b)  Disabled Adaptations to properties completed within 28 days of receipt of the works order (with the exception of works over £10k)




1c) Minimise Accidents and incidents during contract delivery as reported to RIDDOR Regulations
	
1a) Number of quotations received within 5 days of request divided by the number of quotations requested within 5 days
1b)  Number of Disabled Adaptations to properties completed within 28 days divided by the number of Disabled Adaptations to Properties required (with exception of works over £10k)
1c) Number of Accidents incidents reported to RIDDOR

	
100%


100%


<2
	
Quarterly


Quarterly


Quarterly

	2) Customer Services
	High level of Customer satisfaction
	2a)   Number of Exit Surveys completed divided by the number of Exit Surveys required
2b)   Number of satisfied/very satisfied surveys received divided by the number of surveys completed  
	35%

95%
	Monthly

	3) Complaints
	To minimise complaints received from the public
	Number of complaints received per quarter
	<2
	Quarterly

	4) Value for Money
	Expenditure compliant with Contract price )
	Percentage of non-compliant invoices divided by the number of  Invoices compliant with agreed prices 
	100%
	Monthly

	5) Performance Review
	Performance Review Meetings
	Percentage of Attendance at the  Review Meetings divided by the number of Review Meetings required
	100%
	Quarterly for the first 6 months then Bi-annually thereafter

	6) Social Value
	Achievement of Agreed Social Value Outcomes
	TBC
	
	Annually



