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1. DEFINITIONS

Definitions shall be in accordance with Section II – General Terms and Conditions of Contract, Clause 2. Definitions and as detailed below (where applicable):-

Employers Service Desk:    The Employer’s hub for the recording, organising and co-ordinating all faults, issues and requests that require resolution for the successful operation of the facility

Licensed Duties:
All staff undertaking duties identified as licensed will require the following accreditations: SIA Public Space Surveillance and SIA Door Supervision                

Unlicensed Duties:
All staff undertaking duties identified as unlicensed will require the following accreditation: NVQ Level 2 – Event Stewarding.
2. INTRODUCTION

The ACC Liverpool Group (ACC Liverpool) campus is home to a world-class family of venues, experiences and services for the local, national and international events market.

Our Group includes Destination Venue ACC Liverpool, home to BT Convention Centre, Echo Arena and Exhibition Centre Liverpool and our ticketing agency TicketQuarter.

The versatile BT Convention Centre facilities include a 1,350 seat auditorium, 18 breakout rooms, 3,725m2 of exhibition space and a range of sustainable credentials having been designed to produce half the CO2 emissions it would without any environmentally-friendly measures. 

Sister venue Echo Arena Liverpool is an 11,000-seat arena with 22 hospitality VIP Boxes, The Liverpool Collection Lounge and a packed programme of entertainment and sporting events throughout the year. 

In September 2015, ACC Liverpool expanded its offering with the opening of Exhibition Centre Liverpool, adjacent to BT Convention Centre and Echo Arena, providing an additional 8,100m2 exhibition facility, taking the total to 15,225m2 of interlinked and flexible event space.  

A pedestrian link bridge connects the new and existing venues making it the only purpose-built interconnected arena, convention centre and exhibition facility in Europe. A 216-bedroom Pullman hotel, which forms part of the development, opened in February 2016.

ACC Liverpool works closely with clients helping to ensure the success of their events and delivering the best possible service. All of the Supplier’s staff will be required to be pro-active in providing a first class, customer focused service to all clients.

Our vision is to be a successful world class arena, convention centre and exhibition centre that serves its customers to the best of its abilities and attracts visitors to Liverpool, thereby contributing to the long term growth and prosperity of our enterprise, our city and its people. 

The Contractor must be a true partner and work closely with The ACC Liverpool Group to promote continuous improvement and help The ACC Liverpool Group enhance their brand and service quality. 

3. SPECIFIC AREAS OF OPERATION

The facility can be split into the following areas 
· Arena

· Convention Centre
· Exhibition Centre Liverpool 

· External Piazza

· Back of House / Office Areas ( operations offices, briefing room, ACC staff rooms, Loading Bay, Central Production Unit)

· Gantry’s
· External Campus.
This list is not exhaustive

In particular, the Contractor’s staff will deliver the services through the security control room.  This facility is regarded as the hub of the Employers operation and houses the technology required to safeguard the premises and their personnel. Appendix 6 contains a list of the control room equipment currently in use.
4. SCOPE OF SERVICES – Security and Stewarding Services 
The Contractor shall provide Security services, which includes building security and concierge services, and Stewarding services on a call off basis for all internal and external areas of the Site in accordance with the standards detailed in this document.
The Contractor shall provide a professionally managed, high quality security, guarding service that has BS7858:2012 – Security screening of Individuals employed in a security environment and BS7499:2007 – Static guarding and mobile patrol or equivalent accreditation and complies with all legislation governing the security industry and Public Space Surveillance (CCTV).
The Contractor shall provide a professionally managed, high quality event stewarding service which complies with BS8406:2009 – Event Stewarding and Crowd Safety Services Code of Practice or equivalent accreditation.

5. CONTRACT ROLES and REQUIREMENTS 
1 Contract Management
The Contractor shall provide details in their Service Delivery Plan (Appendix 5) of the proposed resource structure and the key staff intended to be employed under this Contract, including documentary evidence of relevant experience and qualifications.  The contractor shall ensure the following positions are covered in the resource structure:


[image: image1]
Contractors Strategic Representative
The Contractors Strategic Representative named in Section III 11.2 Administrative Procedures is authorised to act on behalf of the Contractor and will be the point of contact for the Employers Strategic Representative and will represent the Contractor at a Strategic Level dealing with Variation of Services, Dispute Resolution and Change of Control measures. 

The Employer requires one individual only to undertake the role of Contractor’s Strategic Representative for both the security and stewarding management. 

Contractors Operational Representative 

The Contractor shall provide a dedicated Operational Representative named in Section III 11.2 Administrative Procedures to be the sole point of contact for the Employers Operational Representative named in Section III.11.2 Administrative Procedures.

The Contractor Operational Representative shall have full authority to act for the Contractor and serve at all times to carry out the provisions of this Contract. The person appointed to Contractors Operational Representative shall be subject to prior approval by the Employer, being solely dedicated to ACC Liverpool.

The key responsibilities of the Contractors Operational Representative will be as follows (this list is not exhaustive):

· To support the Contractors Strategic Representative fully in strategic execution of the contract.

· Management of the Security Control room and Concierge operation on a daily basis.
· Management and ownership of the event security and stewarding service delivery
· Vetting and recruitment of staff ensuring optimum numbers to fulfill contractual staffing delivery.
· Training of security control team, stewarding supervisors and stewards.
· Health and Safety management of the contract.
· Key client interface / liaison with the onsite Employer’s Operational Representative.
· To operate working schedules in accordance with the needs of the business and in full consultation with the Employers Operational Representative.

· To provide agreed working schedules to the Employers Operational Representative 8 weeks in advance.
· Quality standard implementation and management.

· Provision, implementation and review of operational procedures.

· Measure, monitor and manage Key Performance Indicators.

· Auditing of service delivery plans and corrective actions.

· To create and submit stewarding deployment plans 48hrs after the event schedule has been submitted by the Employer.  Stewarding plans to take into account crowd profile, risk category and any available intelligence relating to the event.
· Preparing event risk assessments covering the stewarding deployments being supplied.
· Ensuring correct levels of staffing have been delivered on events.

· Auditing of security and stewarding services to ensure quality and contractual requirement

· Attending monthly and weekly pre event meetings with the Employer as required. To be fully aware of the events calendar and to be able to pre-empt the need for stewarding numbers.

· Create event reports for completion by the Stewarding Supervisors for submission to the employer on an event by event basis

· Create an innovation strategy, delivering proposals to the Employer covering event security and stewarding and building security and how these two elements combine.

· Share best practice with the Employer on security measures and practices applied to other like for like contracts within the contractor’s portfolio.
The Employer requires one individual only to undertake the role of Contractor’s Operational Representative for both the security and stewarding management. The Contractor’s Operational Representative shall be solely dedicated to the provision of the Services at the Site. The Contractor’s Operational Representative will be based on Site. Section 9.2 provides further details relating to Accommodation and Welfare Facilities for the Contractor’s Operational Representative whilst based on Site.

The provision of first class customer service is key to the vision and values of the Employer. The Contractor’s appointed Operational Representative shall recognise the importance of the security and stewarding service provided and will act professionally and possess a tactful demeanour at all times. The Contractor’s Operational Representative will ensure all staff and services are providing a first class, customer focused service to all of our clients demonstrating commitment to high standards of delivery, proving to be an integral part of the customer offer. The Employer reserves the right to interview and approve all key staff.

The Contractor’s staff will work with the Employer’s staff including key staff identified below:-

Employer’s Strategic Representative

The Employers Strategic Representative named in Section III 11.2 Administrative Procedures is authorised to act on behalf of the Employer and will be the point of contact for the Contractors Strategic Representative and will represent the Employer at a Strategic level dealing with issues such as Variation of Services, Dispute Resolution and Change control measures.
Employer’s Operational Representative

Employer’s Representative Responsibilities

The main responsibilities of the dedicated Employer’s Operational Representative named in Section III 11.2 Administrative Procedures can be summarised as follows:
· In conjunction with the contractors Operational representative drive and implement continuous improvement and efficiencies to the Security and Stewarding operation covering the Venue and the events delivered. Keeping up to date statutory registers and associated certificates where applicable.
· Monitoring specifications provided by the Contractor in respect of the Employer’s requirements.
· Approval of Sub-Contractors proposed by the Contractor.
· Auditing of Services for quality, quantity, timeliness and best value for money.
· Auditing of training records, working practices, uniform and operational delivery.
· Auditing of contractual Health and Safety practices, including but not limited to role risk assessments, event risk assessments, safe methods of working and compliance training
· Reviewing and checking all relevant invoices and authorising payment in accordance with the delegated authorities from the Employer.
· Receiving the Contractor’s reports on how best value for money is being delivered to the Employer.
· Agreeing prices where Services fall outside the Contract;

· Agreeing and monitoring the Contractors Operational Representatives Service Delivery Plan for the contract.

· Completing Monthly KPIS and agreeing score with contractor

2 Security – Staff
Introduction

The Contractor is to provide an agreed number of fully qualified and suitably trained staff, the number to be approved by the Employer, to provide a high quality security service 24 hours of the day, 365 days of the year. 

It is recognized that security is a disciplined service, where the recruitment, training, management and retention of quality staff is critical to achieving the desired performance standard.  The Contractor shall be monitored to ensure that they have an effective, efficient and sustainable process for first line management and control of security operatives.

The Contractor shall provide staff of sufficient quantity and competence to deliver the security standards based on a full understanding of the location and scope of works.

The Contractor is fully responsible for the provision of a management team and culture which is highly effective in delivering the defined standards. This should include but not be limited to effective communication, continuous improvement and change management.

This section outlines some of the key responsibilities of the Contractor in relation to all levels of staff including temporary members of staff up to senior management levels. To guarantee continuity and standard of service the Contractor will provide a dedicated core team which will be available and employed at all times.

The Contractor shall provide details in their Service Delivery Plan of the proposed resource structure and the key staff intended to be employed under this Contract, including documentary evidence of relevant experience and qualifications.

Security Control staff

The Contractor shall provide the appropriate licensed security staff to meet the agreed level of manned security cover. All levels of staff shall be fully informed and understand their roles and responsibilities and deter unauthorised entry, trespass, theft, vandalism, damage, loss through negligence, fire, flood, breaches of health and safety and the deterrence of  unauthorised merchandising and catering to internal and external areas of the Site.

Positions of security staff provided will be:

· Security Supervisors

· Security control guards

· Concierge staff

For detailed information on tasks and duties please refer to Appendix Two.
Training & Qualifications

The Contractor’s security personnel, permanent and temporary shall hold the necessary accreditation, dependant and compliant on the role for which they are deployed.  Minimum requirements as below:

Security Supervisors:

· SIA licence

· CCTV Licence

· First AID

· Customer Service

· Fire Marshall training

· Business systems training

· Evac Chair training

· DBS

Security Guards and Concierge:

· SIA licence

· First AID

· Customer Service

· Fire Marshall training

· Business systems training

· Evac chair training

· DBS

Security staff must at all times observe a duty of care to venue clients and work in accordance with the SIA Approved Contractor Scheme. The Contractor shall ensure that all staff will have received the detailed ACC Liverpool site induction and introduction to ACC Liverpool’s vision and values at zero cost to the Employer) which has been specifically designed by the Employer for staff working on Site.  This training will be delivered by the Contractor.

When requested, the Contractor shall provide the Employer and the Employer’s clients with the relevant training courses as deemed necessary by the Employer. The training courses may be delivered on line or at the Employer’s site.

The Contractor will ensure all security staff, both existing and new, will be given further training by the Contractor in equality of opportunity, disability awareness and zero tolerance of racial discrimination and abuse.

Staff Retention

The Contractor shall use its best endeavours to maintain the staff for the duration of the Contract. In the event of an approved change of staff there shall be a reasonable handover period during which the outgoing and incoming persons shall both be engaged in the Services. Changes, removals and additions to staff shall not be made without the prior written approval of the Employer.

The Employer shall specify the length of the handover period required for the change of the staff in the notification giving authorisation for the change. The time spent by the incoming person during the handover period shall not be chargeable.

The Employer may interview staff whom it proposes to engage in the Services.   All the Contractor’s expenses involved in such interviews by the Employer shall be to the account of the Contractor.

3 Stewarding - Staff

Introduction

This section outlines some of the key responsibilities of the Contractor in relation to all levels of staff and should be as applicable for a temporary member of staff to senior management levels. To guarantee continuity and standards of service the Contractor will provide a core stewarding team which will be available and employed at all events. The Contractor shall provide an agreed number of suitably trained SIA Licensed, Unlicensed and DBS enhanced staff, the number to be determined by the Employer.

It is recognized that stewarding is a disciplined service, where the recruitment, training, management and retention of quality staff is critical to achieving the desired performance standard.  The Contractor shall be monitored to ensure that they have an effective, efficient and sustainable process for first line management and control of operatives.

The Contractor shall provide staff of sufficient quantity and competence to deliver the stewarding standards based on a full understanding of the location and scope of works.

The Contractor is fully responsible for the provision of a management team and culture which is highly effective in delivering the defined standards. This should include but not be limited to effective communication, continuous improvement and change management.

The Contractor shall employ efficient and competent professionals who shall maintain a smart and presentable appearance, a friendly and helpful attitude and be able to familiarise themselves quickly with the service requirements. In order to improve response times and background knowledge, the Contractor shall wherever possible allocate specific staff to the Site. This is to help the Contractor to develop effective working relationships with the Employer’s Operational Representatives and the Employer’s staff.

In line with its overriding priority to ensure safety and good public order, the Contractor shall produce upon mobilisation, a working venue profile document to be used to assist the Contractor’s event stewarding staff to be deployed at the Site to learn about and understand the Site.
Defined Roles & Responsibilities

The Contractor when requested is to provide an agreed number of fully qualified and suitably trained staff, the number of which to be agreed by the Employer, to provide a high quality stewarding service as required by the Employer.

Due to the nature of the event industry, the frequency, size and profile of events will determine the number of qualified stewards the Employer will require the Contractor to provide at any particular time. Regular operational starting times for Stewarding Supervisors will be 60 minutes prior to doors opening, and for Stewards, 30 minutes prior to doors opening. The Employer has the right to amend operational starting times as appropriate for the profile and anticipated audience for a specific event.
The Contractor is to provide the agreed level of manned event stewarding cover during events in conjunction with the onsite security staff to deter unauthorised entry, trespass, theft, vandalism, damage, loss through negligence, fire, flood, breaches of health and safety, deter unauthorised merchandising and catering to internal and external areas of the Site.

The Contractor shall at all times recognise the importance and impact of the stewarding service and will hire staff that is reliable, professional and tactful in demeanour. At no time will the Contractor allow a shortfall in the presentation of the stewarding service thus providing maximum reassurance to the Employer’s staff of its professionalism.

The Contractor’s staff will be required to be knowledgeable about the Site and its location and should be able to provide a high standard of customer service and personal presentation.

The Contractor’s staff are required to contribute towards providing a welcoming and customer friendly Site which enhances the customer experience.

Training & Qualifications

In addition to the requirements set out in Section II clause 9.1, the qualifications and training of all event stewarding staff shall meet the standards laid down by the Security Industry Association or equivalent.

All staff deployed by the Contractor will hold the current relevant NVQ or SIA accreditation for the role for which they are employed. 

When requested, the Contractor shall provide the Employer and the Employer’s clients with the relevant training courses as deemed necessary by the Employer. The training courses may be delivered on line or at the Employer’s site.

If requested by the Employer, the Contractor shall provide onsite steward assessors, qualified to NVQ A1 level, at events to ensure compliance with appropriate standards. The Contractor shall make available reports written by the assessors upon request from the Employer.

Staff Retention

The Contractor shall use its best endeavours to maintain the staff for the duration of the Contract. In the event of an approved change of staff there shall be a reasonable handover period during which the outgoing and incoming person shall both be engaged in the Services. Changes, removals and additions to staff shall not be made without the prior written approval of the Employer.

The Employer shall specify the length of the handover period required for the change of the staff in the notification giving authorisation for the change. The time spent by the incoming person during the handover period shall not be chargeable.

The Employer may interview staff whom it proposes to engage in the Services.   All the Contractor’s expenses involved in such interviews by the Employer shall be to the account of the Contractor.
4 Uniform 

The Contractor must supply all staff with a suitable uniform and name badge, the style, branding and standard of which must be agreed with the Employer. All of the Contractor’s personnel will be expected to wear approved uniforms whilst on site. 

Where relevant, the uniform must present an appearance that is appropriate for the event being staged at all times. 

The bearing and appearance of staff and their uniform standard should project the professionalism of the Contractor at all times. 

The Employer expects the level of appearance and uniform to be of a high standard, appropriate for the event being staged.

The Employer reserves the right to require different uniforms for the Arena, Arena Club Class, The Liverpool collection lounge, Convention Centre and Exhibition Centre.

5 Stewarding - Sub-Contracted Work

The Contractor shall be responsible for establishing appropriate agreements to sub contract services if required. The Contractor should supply the Employer with a detailed list of all activities which are sub contracted and details of the sub-contracting company. 

Any sub contracted companies should be approved beforehand by the Employer. 
The Contractor is fully responsible for ensuring that the sub-Contractor meets all of the Employer’s regulations to work on site and that appropriate back to back agreements exist between the Contractor and sub-contractors to meet all requirements of the Employer.  The employer reserves the right to refuse access to any sub-contractor staff that do not meet the employers regulations.
The contractor shall ensure that all staff provided by the sub-contractor will undergo a full site induction and a brief to ACC Liverpool’s emergency codes prior to being deployed on a shift.  This cost will be borne by the contractor.
The Contractor shall on an annual basis provide an updated list of sub-Contractors, detail of service provision and on request detail of agreement and/or Service Level Agreement as evidence of ability to meet the Companies requirements.

6 DETAILED SERVICE REQUIREMENTS 

1 SECURITY

The requirements for Security Services include:
· the management of the security control room and CCTV monitors

· the provision of static and mobile guarding as instructed by the Employer

· access control for staff, visitors and vehicles and the production and administration of pass cards, name plates and Contractors permits to work.
· lodge and vehicle management duties 
· the management of and effective response to intruder alarms

· fire alarm panel – the effective management and response to activations and the Employer’s emergency plans. 

· information management as determined by the Employer 

· building key management

· management of lost and found property

· management of prohibited items

· removal of unwelcome visitors

· liaison with police and emergency services

· concierge and visitor management as specified by the Employer.

· service desk support

· first aid provision including administration of defibrillators and the evacuation of disabled persons

· planned preventative maintenance checks
· evacuation training as outlined by the employer
This list is not exhaustive and services may be varied from time to time at the discretion of the Employer. Each of the Services is described in more detail in Appendix Two.
2 STEWARDING

The venue hosts a large variety of events each requiring different and specific stewarding expertise. The Contractor must be able to provide a diverse range of qualified licensed and unlicensed staff to provide excellent customer service whilst safely maintaining control over access and egress for ACC Liverpool visitors.  

The Contractor shall undertake internal and external marshalling and ushering duties by appropriately trained and competent traffic management staff. 

The Contractor shall provide event related escorting and marshalling. Working with the security staff, the Contractor’s licensed staff will be required to assist in the escort and/or protection of one or more individuals against assault, attack or injuries that might be suffered in consequence of the unlawful conduct of others.

The Contractor shall liaise with the Employer’s clients and volunteer stewards. The Employer reserves the right to allow clients to use their own stewards for specific duties as circumstances dictate. The Contractor will liaise and as applicable work alongside these stewards, in line with the Employer’s requirements. 
The Contractor’s staff will be expected to observe the following points during events and inform the onsite security staff or the Employer’s Operational Representative of any occurrence of:

· Suspect packages, objects and/or vehicles

· Building and demise site area searches when required

· Persons behaving in a suspicious manner

· Damage to or theft from vehicles on site.

· Signs of forced entry and broken glass graffiti or vandalism.

The Contractor will provide an agreed, event specific percentage of stewards trained / accredited in the following:

· First Aid at Work

· Defibrillators

· Evacuation Chair 

· Disabled Assistance

· Enhanced DBS. 
· Behavioural detection
The requirements for licensed stewarding services include;

· Screening and vetting of visitors at all operational entrances 
· Body & bag searches compliant with the Employer’s door search policy

· Identification and removal of non-authorised selling of merchandise  
· External visitor management
· Front of stage pit control, backstage and Artists Village stewarding (if requested by the Employer’s client(s))
· Box office queue management

· Vehicle searches. 
· Behaviourial detection and profiling of patrons  
· Fire Marshalls
· Removal of litter/small spillages or other minor cleaning requirements
The requirements for unlicensed stewarding services include;

· Ticket and accreditation inspection 
· Customer service enquiries
· Cloakroom duties (as required)
· Removal of litter/small spillages or other minor cleaning requirements
· Traffic management.
· Fire Marshalls
This list is not exhaustive and the Services may be varied from time to time at the discretion of the Employer. Each of the Services is described in more detail in Appendix 3.

7. CONTRACT REQUIREMENTS

7.1 Emergency Procedures

Appropriate management and supervision of the Services shall form an essential component of the Employer’s emergency procedures. The Contractor is to ensure that all their staff are aware of and fully conversant with their roles within the Employer’s emergency procedures including related equipment and the requirement to fully participate in their testing. 

The Contractor must ensure that all their security control staff and core management are competent and trained in the response to and use of the fire alarm system and the procedures to be followed in the event of an alarm sounding. The Contractor will ensure at all times that they and their staff are aware of and familiar with current best practice in this regard.

The Contractor’s staff must be adequately and thoroughly trained in emergency evacuation measures (to include disabled persons) including but not limited to building evacuation procedures and how to react in the event of fire, bomb, terrorist or any other threat. It is imperative that stewarding staff work closely with the onsite security staff and the Employer’s Operational Representative in any such event.  The Contractor will ensure that stewarding and security personnel would be available quarterly to take part in a simulated evacuation.  The cost for delivering this simulation would be borne by the contractor.  Dates and frequencies will be advised by the employer but will not exceed one per quarter.
In the event of an emergency, the Contractor shall be responsible for reporting such incidents immediately to security control and the Employer’s Operational Representative.
The Contractor shall operate an emergency service and will provide the Employer’s Operational Representative with a single manned telephone number to cover this eventuality and a route for escalating operational issues outside of the Contractor’s normal working hours.  

Emergencies and escalations occurring outside the Contractor’s normal working hours will be actioned. To support this service the Contractor will provide a management escalation process for use outside of the Contractor’s normal working hours and ensure it is kept fully up-to-date.

When designing these services it is important to ensure that these meet the needs of the Employer who operates on a 24 hour 7 day a week basis with a large proportion of the main activity occurring outside of traditional normal working hours.

7.2 Contract Meetings

The Contractor shall attend regular meetings with the Employer as follows: 
	Meeting Type
	Contributors 
	Frequency

	Operational review meetings for security and stewarding services
	Employer’s Operational Representative

Contractor‘s Operational Representative
	Weekly 


	Operational review meeting for security and stewarding services
	Employer’s Operational Representative

Contractor‘s Operational Representative
	Monthly



	Strategic review meeting for security and event stewarding services


	Employer’s Strategic Representative

Contractor‘s Strategic Representative 
Employer’s Operational Representative

Contractor‘s Operational Representative 
	Quarterly




The meetings shall communicate and assess the performance of the Services and review any issues in respect of unsatisfactory performance.

Event meetings

The Contractor will be expected to attend weekly and monthly operational meetings to discuss and put forward deployment plans for all upcoming events.  Bespoke planning meetings may be held for extra ordinary events and attendance at these will be compulsory to understand the profile and complexity of the event.
Briefing Sessions

The Contractor shall hold regular briefings with all their staff. These should include feedback on performance and introduction of new initiatives and practices.
7.3 Contract Reporting

The Contractor shall provide the following management reports: Daily Security Report, Stewarding Event Report, Weekly Report, Monthly contractual operational summary Report and the Quarterly Strategic Report.

The Contractor shall regularly review with the Employer the format and agenda of reports to ensure that they remain relevant to the developing needs and objectives of the Employer.

The Contractor shall keep a record, showing times of inspections, any incidents noted by their staff and any faults to the premises requiring further attention by the Contractor. Problems or faults will be reported to the security control room on identification.  These records will remain open to the Employer for audit and inspection at all times, as a means for assessing the performance of the Services. 

The Contractor shall report thefts to the Employer’s Operational Representative or their nominated representative and the Police as required. Where card access systems are in use, the Contractor shall provide the Employer with regular transaction reports and ad-hoc reports as required by the Employer.

Daily Security Report

The Contractor shall be responsible for producing an electronic daily security report which will cover the following:
· details of staff on duty
· information on incidents, 
· confirmation of patrols and clarification of what type

· updates on PPM checks completed 

· Any damage or defects discovered on the patrol

· Any wasted energy discovered on patrols

· Outstanding daily issue items

· Shift handover 

· Any other information that needs to be brought to the employer’s attention.

The report will be stored electronically and be retained and archived for a period of time as determined by the Employer.

Stewarding Event Report

The Contractor shall be responsible for providing factual event specific stewarding reports to the Employer, indicating any minor or major incidents and any other issues to be brought to the Employer’s attention. These reports, in a format to be agreed with the Employer during the mobilisation period, shall be presented within the following timelines for the following business sectors:

· Entertainment and Sports event – post event same day

Conference and Exhibitions – 48 hrs from the end of event tenancy 
Monthly Report

The Contractor is required to supply on a monthly basis a report detailing the activity of the Contractor in the previous month, the cost associated with the Contract and any issues of significance to the Employer. The date of issue of the report to be no later than 3 days after the preceding month.

The monthly report shall include:

· Operational performance for services against the agreed Specification

· Electronic staff attendance records and the management of absenteeism

· Key operational issues or concerns. 

· Staffing requirements and fulfilment rate
· Summary of event reports and customer feedback

· Health, safety and environmental issues or incidents.

· Reports of fire alarm activity / fire activations & Evacuations

· Weekly occurrence sheet summaries

· Financial updates

· Staffing Information, training and HR issues

· Contractor’s business updates.

· Any innovative proposals
· Equipment serviceability

· Any other agreed information.

Quarterly Report

The quarterly report shall include:

· Strategic performance summary for services against the agreed Specification for the quarter
· Full financial report for the quarter and year to date
· Added value and innovation actions
· Anticipated changes / variations
· Contractor’s business updates

· Any other agreed information
Fault reporting

The Employer will review alongside the Contractor recurring faults which either or both parties believe detract from the Security or Stewarding management standards. Where possible, there will be agreed resolution dates and progress monitored against these.

7.4 Management Information
The Contractor shall ensure that accurate and up to date information is held and maintained which is capable of producing accurate and up to date reports in the format agreed with the Employer on request by the Employer.

The Contractor shall ensure that information held on our security control room systems remains confidential and is maintained in an accurate and up-to-date form capable of producing precise reports in the format agreed with the Employer on request by the Employer. 

At the outset of the Contract, the Employer requires a report from the Contractor identifying any weaknesses in the systems or any spend-to-save measures that may be prudent.

7.5 Organisation Chart
The Contractor shall supply and maintain a valid organisational chart; this should detail the number of levels of staff at each level and lines of management.

7.6 Safe Systems of Work and Quality Assurance
Health & Safety/Risk Assessments

In completing all security and stewarding activities the Contractor shall ensure that they have completed all necessary mandatory health and safety checks, risk assessments, methodology statements and training including but not limited to:
· violence

· noise 

· flares

· strobe, lasers and flashing lights

· lifting 
· working at height

· working in the vicinity of vehicular traffic

· uncontrolled crowd surge/movement.

The Contractor is deemed to have gathered sufficient additional information and to have carried out a detailed Risk Assessment of the Services included within this Contract and to have devised appropriate control measures and determined appropriate resource levels to ensure the services are delivered safely and compliantly. 

Accidents and Near Misses

In the event of an accident or near miss to either a person or damage to property, the Contractor shall immediately inform the Employers Operational Representative verbally and submit a written report in accordance with the site procedures.

Quality Assurance
The Contractor shall take a pro-active attitude for the delivery and quality of the Services, making recommendations where improvements to service and quality can be achieved.  In the early stages of the Contract period the Employer’s Operational Representative will establish a contract development group and the Contractor will be invited to contribute. 
The brief for the development group will be as follows:

· To streamline the procedures

· To share best practice
· To share technology

· To develop the system to the benefit of all

The quality of the Contractor’s performance shall be measured against KPI’s set out in Section 8.

7.7 Audit by the Employer
The Employer reserves the right to conduct their own spot checks of the arrangements laid down by the Contractor in order to satisfy themselves of the adequacy of the arrangements, and the standards in general. These inspections may take place at any time during the Contract without any prior notice.

The Audits will cover the following subject matters: 

· Contractual Health and Safety paperwork

· Training records

· Emergency procedures and Housekeeping

· Event performance

· Service delivery 

· Financial processes

Please note the above list is not exhaustive and is to be used as minimum auditable areas.

The Contractor shall implement all agreed recommendations arising from the audits within a time scale, mutually agreed between the Employer and the Contractor.   The Contractor shall include in all sub-contracts right of access for the Employer as described herein.

A detailed annual audit schedule will be produced outlining the frequency of the audits covered by the contractor and the employer:

8. KEY PERFORMANCE INDICATORS (KPI’S)
The Contractor’s performance will be measured on the basis of timely and accurate delivery of the Services, added value and team working ability. The Contractor’s performance shall be measured against mutually agreed KPI’s covering the key delivery areas of the contract.  The agreed KPI’s will be submitted within the first 3 days of the new month for the outgoing month.

The KPI’s shall be scored and weighted according to the risk to the Employer. The resulting score shall be shown as a percentage of the maximum points available.

For reference please see below areas that will be covered in the KPI’s:
· Licensing & Industry Compliance
· Incident Management 

· Provision of agreed staffing levels 

· Timely Submission of event costings and contractual reports

· Auditing Procedures
· Customer Service Delivery

· Recruitment & Training 

Scoring Criteria

	A score of
	Coded
	Monthly Deduction



	95% or above
	Green
	No action



	90% to 95% for 1 month
	Amber
	Request to return to 95% 

compliance within 1 month



	90% to 95% for 2 consecutive months
	Amber
	Warning issued and request to return to 95% or above within 1 month.



	90% to 95% for 3 consecutive months
	Amber
	Improvement process agreed and rolled out. If no improvement

within 1 month, the Employer

reserves the right at its sole 

discretion, to terminate on grounds 

of breach of Agreement



	Less than 90% for 1 month


	Red
	Request to return to above 90% 

compliance in 1 month



	Less than 90% for 2 consecutive months
	Red
	The Employer reserves the right at its sole discretion, to terminate on grounds of breach of Agreement.  


9. SUPPLEMENTARY SERVICE SPECIFIC CONDITIONS
9.1 Insurances 
The Contractor shall have in force and shall require any sub-contractor to have in force for the duration of the Contract the insurances requested in Section II Clause 16.
9.2 Accommodation and Welfare Facilities
In accordance with Section II – General Terms and Conditions of Contract, Clause 13. Fixtures, Fittings & Equipment (FF&E), the Contractor shall be issued with the following FF&E:-

1. Accommodation

· A dedicated desk for the Contractor’s Operational Representative based on Site

· use of additional desks and/or meeting rooms as and when requested by the Contractor, subject to availability.

2. Storage facilities

· dedicated storage area as determined appropriate by the Employer and the Contractor for delivery of the Service through the Contract

· use of additional storage facilities as and when requested by the Contractor, subject to availability.

3. Information and Communication Technology (ICT)

· one desktop monitor and keyboard

· access to photocopying and printing facilities

· one telephone handset

· Radio handsets as deemed necessary by the contractor to deliver the contract services by maintaining clear communication channels.  Radio handsets will be issued subject to a £350.00 deposit payable per handset by the Contractor.  This deposit would be refundable at the end of the contract term by the Employer upon receipt of the handset and the proof that it is in good working order.

· use of additional ICT as and when requested by the Contractor, subject to availability.

4. Miscellaneous

· car parking pass provided to the Contractor’s Operational Representative based on site 

· recruitment advertising through ACC Liverpool’s website

· access to ACC Liverpool staff offers as deemed appropriate by the Employer.

10. PROVISION BY THE EMPLOYER

10.1 Fixtures, Fittings and Equipment (FF&E)

Please refer to clause 13 of Section II General Terms and Conditions
10.2 Storage of Plant and Materials

Please refer to clause 14 of Section II General Terms and Conditions
The Employer shall provide the following

a)
Access to all areas on Site required to complete the Services, and

b)
Access to Contractors’ welfare facilities

11. CONTRACT ADMINISTRATION

11.1 Communication

There shall be effective communication throughout the levels of the Contractors organisation and with the Employer.
11.2 Administrative Procedures

All correspondence and communications under the Contract shall be addressed and directed between the Contractor Representative and the Employer Representative.

Employer’s Operational Representative:
Delia Hanlon, Contract Operations Manager or a Designated Representative

Address:
Arena and Convention Centre Liverpool 


Kings Dock


Liverpool Waterfront


Liverpool L3 4FP

Telephone No:
0151 239 6037

Fax No:


Email:
Delia.Hanlon@accliverpool.com
Or in the absence of the above to:

Employer’s Strategic Representative:
Eddie dos Santos, Head of Event Support

Address:
Arena and Convention Centre Liverpool 


Kings Dock


Liverpool Waterfront


Liverpool L3 4FP

Telephone No:
0151 703 7213

Fax No:


Email:
Eddie.dossantos@accliverpool.com
Contractor’s Operational Representative:
TO BE CONFIRMED
Or in the absence of the above to:

Contractor’s Strategic Representative:
TO BE CONFIRMED
In the event that Services are instructed by the Employer in accordance with Section II – General Terms and Conditions of Contract, Clause 5. The following named persons are authorised by the Contractor to accept such instructions:

Contractor Representative 1:

Address:

Telephone No:

Fax No:

Email:

Contractor Representative 2:

Address:

Telephone No:

Fax No:

Email:

Contractor Representative 3:

Address:

Telephone No:

Fax No:

Email: 
Oral communication of instructions or information in connection with the Contract shall be confirmed in writing using minutes of meetings or formal correspondence as appropriate and until confirmed shall not be binding. 

There will be the appropriate level of support supplied by the Contractor’s central office to manage all back office activity which does not fall under the remit of the operational staff.  This shall include but is not limited to:

· Supporting the entire management team in delivering correct, realistic, understandable and measurable information to improve the performance level of the contract.

· Wages and staff payment issues.

· Action of fault procedures.

· Management of the Contractor’s help desk to ensure fast and efficient corrective actions to all the locations within agreed timescales.

· Liaison with the Employer’s Representatives.

11.3 Monthly Invoicing – Contractual costs  

The Contractor shall provide the Employer with a monthly reconciliation pack, this pack shall contain invoices for the contract services supplied.  This will include:

· Management fees
· Security Control

· Concierge

· Administrator
The invoices will be raised to reflect services provided only.  Each invoice will be accompanied by a breakdown of services pack clearly showing when these services were delivered.  The Employers operational representative will sign these off once satisfied it is a true reflection of services received and submit for payment to Contractor.  The Employer will pay the invoice within 30 days of the approved submission.
The monthly reconciliation pack will be submitted by the contractor no later than 48 hours after the last day of the preceding month.

11.4 Purchase Order Procedure

Event Security and Stewarding
The Purchase Order Procedure for Event Security and Stewarding is:

· The Contractor attends event planning meetings and obtains event schedules and layouts from the Employer’s Event Planner.
· Using the information obtained in the event planning meetings, the Contractor will submit a forecast to the Employer’s representative detailing the staff needed to fulfil the service requirements of the event.  This forecast will be submitted to the Employers representative no later than 48hrs after the event schedule has been received.

· Once the event has taken place, the Contractor shall submit, within 48 hrs. an “actuals report” to the authorised representative. The authorised representative will raise any queries regarding this report with the Contractor within 48 hrs of receipt.
· The Employer will raise the Purchase Order and submit it to the Contractor via email within 48hrs. 
· The Contractor must submit an invoice on an event by event basis quoting the Purchase Order number.
· The Employer will pay the invoice within 30 days of the invoice date.
· The Contractor shall compile and maintain an attendance log upon which is detailed the event date, list of signatures of attending staff, the arrival and exit times. Time shall be shown by commencement time and completion time, and total of hours worked. The Employer reserves the right to conduct random spot checks of the logs.
· In the event of emergency or urgent work being required, verbal instructions may be issued to expedite an immediate response. The Contractor must ensure that the Employer confirms such verbal instructions in writing on the next working day before payment can be made against these instructions.
· The Contractor issues an invoice with the corresponding Purchase Order referenced and any emergency response forms attached.

Other Security and Stewarding

The Purchase Order Procedure for other Security and stewarding requirements is:

· The Employer will request a quotation from the Contractor

· Following receipt of the quotation and, subject to acceptance, the Employer will raise the Purchase Order and submit it to the Contractor via email

· The Contractor must submit an invoice quoting the Purchase Order number 

· The Employer will pay the invoice within 30 days of the invoice date

· The Contractor shall compile and maintain an attendance log upon which is detailed the event date, list of signatures of attending staff, the arrival and exit times. Time shall be shown by commencement time and completion time, and total of hours worked. The Employer reserves the right to conduct random spot checks of the logs

· In the event of emergency or urgent work being required, verbal instructions may be issued to expedite an immediate response. The Contractor must ensure that the Employer confirms such verbal instructions in writing on the next working day before payment can be made against these instructions

· The Contractor issues an invoice with the corresponding Purchase Order referenced and any emergency response forms attached.

12. PRICING

12.1 Pricing Schedule:

See attached pricing schedules as detailed below:- (final schedules will be appended to the Contract) 

Core Security

Event Stewarding

Contract Management 
The recharge rates are not applicable when the Contractor appoints an individual to one of the above roles on a shadowing or training basis, in which case the contractor shall bear the cost of this.

12.2 Staff Cover
          
Remuneration is based on a quantification of the services required. These shall be priced using the agreed prices in Section III - Schedule of Prices save that any hours worked by the Contractor in excess of the agreed management hours per week shall not give rise to any entitlement to claim additional payment, however the Contractor shall be entitled to time in lieu of payment for the hours worked in excess provided that the Contractor can credit these hours to any subsequent period. The Employer's prior consent is required in writing after having given the Employer 21 days notice of such intention.

         
The Contractor’s Operational Representative shall notify the Employer’s Operational Representative of their intention to be absent due to annual leave or any other agreed unpaid absence. He shall obtain the Employer's prior consent in writing after having given the Employer 21 days notice of such intention. 

The Employer’s representative will confirm if a replacement Contractor’s representative is required for the period of absence. 

12.3 Schedule of Sub Contractors 
See attached Sub-Contractors Schedule.   (final schedule will be appended to the Contract)
Contractors Strategic Representative





Contractors Operational Representative








