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6. Other Information Required

6.6 — Contractor’s Policy Statements

This section includes copies of the stated mforrnatlon a,nd must be mcluded in the tendered
plan. {

This following information is annexed to this. pian

6.6.1 The Contractor’s Health & Safety Policy Statement

6.6.2 The Contractor’s Equal Opportunities Pohcy

6.6.3 The Contractor’s Training Policy : '
6.6.4 Details of the Contractor’s third party quality system accreditation

6.6.1 Health & Safety Policy

66!*4 WAY HEALTH, SAFETY AND WELFARE POLICY STATEMENT]

FM Conway Ltd (hereinafter referred to as The Company'} is fully committed to meeting its responsibilities under the
Health and Safety at Work, etc, Act 1974, the Maragement of Helth and Safety at Yyork Regulations 1999, a5 amended
and all other relevant legislation and spplicable standards. such as Highway Sector Schemes and Radway Gr

RalShn:hrds both as an emplayer and a company. To achieve these objectives, the company has imvested substantially in

[when necessary). informing the company of its begal duties to incdude new legislation and to ensure continued e
with the law and Son with the or dient. We have also contracted the services of extarmnal and

wmmws;msmmwwmmm
In accordance with Section 2 of the Health and Safety at Work etc. Act 1974, the Company will, so far as is reasorably
practiabla:

. Provide plant and equipment that is maintained and safe to use;

" Ensure the safety and absence of rivks to health in connection with the use. handling storage and
tramsport of articles and substances;

. Provide necessary informmation, instruction, training and supervision;

- Provide 2 safe working environment with safe means of access and egress:

mmmhmﬁyﬂmlumhﬁmmﬂmdhw

Without prejudice to the above statement, responsibilities have been delepated throug) the company’s structure, as
detailed within the organisation section of this policy.
The company has arranged for all relevant insurances. as required by various legsslation. in order to cover all its work
activities including but not Bmited to, Emplayee Liability. Public Liabiity. and Motor Vehide Insurance.

All company employees/sub-contractors must agree, as part of their employment, to comply with their indhvickal duties
under all relevant legislation, with particular regards to The Health and Safety at Work ete. Act 1974 and The

of Health and Safety at Work Regulations 1999, 5 ded and will coop with their employer in order to assist him
to cuy cut his health. safety and welfare duties under the HSWA. Railure to comply with any health and mfety duties.
regulations, work rules or procedures, on the part of any employee, will be dealt with in accordance with company
disciplinary procedures,

Thecumqslﬂllopertymnge worldorce imvolvement in all aspects of Health, Safety and Welbire to incude
participation in comsultation of the company’s activities and an open door policy, without concern of retribution.
for the reporting of all inadents of an uafe act or unsafe condition.

The company has in place. 2 means of reporting accidents, diseases and dangerous occurrences to the Health and Safety
Executive and will provide an Accident Book for the reporting of all accidents, irmespective of how minor. This wall st in
satisfying its obligations under the Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 1995.

The Company shall undertake appropriate Risk Assessments for all of its work activities in order to identify the relevant
hamards, determine appropriate control measures and record the significant findings. Subsequently, this information shall be
peavided to all relevant parties who may be affectad by the company's activities.

The company shall determine health and mummmmamhmmm
cmﬂmumﬁw?ﬂ including where appliable. but not restricted to.
nmmdhgmuhﬁuﬂmkhwdhnmndcﬂecﬁnﬂﬂmxﬂﬂnﬂpm&ﬁd«udﬂ&hﬂd

pliance to Top Ma quently develop action plans for improvement.
This policy has been prepared in umphmwﬁmﬁmwjﬂﬂn%m&&quuwmmmWﬂ:nd&n&m
Directors, Managers and Emplayees. in the interests of Empl and Sakeholders. We request that our

Ommsmd?mrqﬁh?o&r:md%mhnﬂ:nﬂlummﬂﬂspﬁqusﬂqﬁh
review and amendment on an annwal basis or whenever a need i identified by other means.

Michael | Conway
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6.6.2 Equal Opportunities Policy

&NWAY Equality, Inchusion and Diversity Policy
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6.6.3 Training Policy
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ich any Subcontractor (s) are engaged.

6.7.1 Details of Subcontractors Used

- Subcontractor Years of Experience Services __Prm?ided

2 years in L.B. Merton

4 Years for FM Conway Brickwork

Kenny Benson

77 years L.B. Merton Frafiic Fanagenent

Teasdale Ltd Signage
oA tee TN ConWel Architectural Ironwork
6 months in L.B. Merton Cladding

Seonevest:Ltd 4 Years for FM Conway Coping

6.7.2 Subcontractors Selection and Management

We offer competitive services delivery based on our Self Delivery Business Model. However, we understand
the importance of supply chain management and the part it plays in every aspect of our service delivery.

For each contract tendered we develop a supply chain strategy founded on:

Client Knowledge (relationships, requirements);

National and Local Knowledge (demographics, economic, political);
Historic and anticipated Volumes of Work;

Value for money and efficiency of scale.

The strategy amounts to Supply Chain Needs Evaluation and an informed approach in balancing Self Delivery
with External Delivery to provide best value for money to the each Client.

From each strategy we derive a Management Plan comprising objectives and a process steps implementation
schedule: r : =

» Publicise Opportunity through “CompeteFor” E-portal; l Doy’
» Selection and Approval through “Builders Profile” E-Portal; G e
e Commercial Adjudication and Contract Award ;

e Continuous Repc?r:mg, Reviewing and Impntovement: b @ LS
® Yearly Commercial & Performance Evaluation

e  Exit Strategy.
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Selection, Approval, Adjudication

We illustrate our effective and proven process for selection and management of supply chain partners in the
flow chart below:

RESPONSIBILITY

NOTES ~rLondon | IAREADIRECTORY! | ESTIMATOR BUYERT NOMINATED
Borough of CONTRACT COMMERCIAL CONTRACT DATABASE SUPPLY CHAIN
Merton MANAGER MANAGER COORDINATOR USERS

4 New supplier / sub-gontractor deemed to be required Engagement Phase
| [T |
I I I Actively Seek Potential Partners from:
| I | * Known London Suppliers
i | | » Known National Suppliers
| | | = Known International Suppliers
| | I i ¥ |
! ad f J| Advartisa Opportunity using CompetaFor |
. | 1 I T I
h - e = B S I
(! el i = ke ks =
v . i I |
| I —L1 Receive scored list of potential suppliers A
. pply using
| | ] ] T T | CompetaFor
| | Feedbackto Appiicant | | | I
| Ey I YES on NO |
d b Builders Profile
- | ' s '
I 1, pre | ! I | I[" complete Oniine
i ~J = 1 ] | | || Application using
e | Builders Profile
I | | | | I
T f T | |
______ ] | 1 |
CRITICAL REQUIREMENTS | - ! + I -
= Insured I : g |
: ;’::;:d&&sgzw‘ A::riach I SHEQ Financial Approvals | Commercial Approvals |
« Quality Approach | Approvals Process Process Process |
= Environmental Approach | . . |
» Finanecial standing I % : I
= Deslgn capability (if relevant) | ! T I
= Supply chaln management | | | |
= Legislative compliance 4
= Fit with contract ! I NO | |
requirements | 1 Approval | |
+ Past parformance | given?
» Resource availability | | |
« Cultural fit | | YES | I
o
| | | I
| | v 1 |
;—'-I Application Approved |
Review Salactions | 1 | |
with L.B.Marton Order Raised
Tt eSS A L T o R
| i I |
| | I ] I
| Induction process I WORKS
P Close and Effective Supervision of working practices UNDERTAKEN
I M ge and comr icate with suppliers, learn and review | = Induction
| Team building opportunities il ﬁmﬁzﬁ:lions
-
I Inspection, testing, audit [|= Inspection
| s [ 1ce & opinions regularly monitored 1N Tasting
I D 1 F and iul_-| of P I « Audit 1
Evaluation of cust and st sati [ = Review
l I I [ 2 |
| { Post Contract Review |
I | I ¥ I |
| i Moniter & manage Bullders Profile. |
A : Ensure all details are up to date
i I T L
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The identification and selection process serves the purpose of identifying our needs in respect to Client
requirements and researching providers able to satisfy these needs. Identification comprises:

» Research the market and invite potential providers to tender;
* Advertise opportunities through “CompeteFor"” E-Portal.

Upon Client consultation we select providers to progress to approval stage. All selected providers are
assessed for approval through “CompeteFor” and “Builder's Profile” Systems. Our approval process is fair
following evaluation criteria including:

Political, economic factors;
Client influence;

Supplier Ability;

Value for Money.

Assessing Ability we consider:

¢ Capability to provide the required products/services in accordance with all specified requirements
(including quality of works, operational, HSEQ practices);

e Capacity to provide products/services to meet our forecast requirements in a timely manner;
flexibility and adaptability to rapid demands at short notice;

e Care, governance and due diligence: public/customer approach, values, attitudes and behaviours;
Assessing “Care” is continuous through regular spot checks, surveillance, audits and surveys.

Our evaluation criteria for the “Three Cs" includes:

e Client portfolio and references;

Size (number of employees, locations;

Financial figures (rates, prices;

HR records;

HSEQ records;

Licensees, Insurances, Certifications, Training Records and Accreditations;
® Operational and financial processes/practices;

* Collaborative workings and innovation.

The approval stage provides a list of approved providers who meet our approval criteria.

To ensure Value for Money and competitive market rates we award contracts through the adjudication
process (a cost benefit analysis of 3 - 5 quotes from approved providers and selection of best provider).

We communicate to all providers and clients the outcome from each stage.
6.7.3 Subcontractor Contract Conditions

We do not adopt a ‘cheapest quote wins’ philosophy.

Our contract conditions for subcontractors are based on inclusivity, which reflects and shares the risks and
rewards of the project objectives, particularly through the adoption of pain/gain mechanisms. We align
our subcontractor contract conditions with those of the main contract to encourage best value by sharing
risks and rewards on a back-to-back basis.
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Through this we thereby incentivise our subcontractors to investigate and include innovation and value
engineering at every step.

This ensures continuous improvement in project performance and therefore maximises the potential for
repeat business and its associated benefits.

Early involvement of our supply chain through the use of ECI ensures that comprehensive Target Prices are
determined. We visit the sites together in advance of setting the Target Price to discuss the works and
ensure that a full understanding of the package is acquired leading to greater cost certainty.

At FM Conway, we recognise the important role our supply chain plays in guaranteeing the successful and
safe delivery of all of our projects

FM Conway develop and maintain good working relationships and continuing improvement through:

Always paying promptly,
Fostering trust and fairness;
Providing continuity of work for high performing supply chain partners;

*  Continuous Improvement through sharing best practice;

e  Early involvement of supply chain partners for the enhancement of value engineering;
Training the supply chain in the use of our business processes and management tools to promote a
consistent style and level of Health & Safety, Environmental and Quality management across all
projects;

e  Regular project review meetings, workshops, and seminars attended by supply chain staff.
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6. 8 Customer Care and Llalson

; - ] mem’s nr" ustnmer care and liaison and

liaison: procedures are detailed below.

We will deliver the Requirements for Customer Services (A3.23) as detailed below:

A3.23 (Publicity, Public Relations and the Media)

See Conway Section

A3.23.1

The Contractor shall provide the Service Manager with the information necessary for the
operation of the Employer's information service. This information includes such matrers as details
of proposed lane closures and traffic safety and management measures.

We will submit timely
and detailed traffic and
pedestrian drawings

A3232

The Contractor shall arrange for signs to be erected to inform users of planned road closures and
or lane closures at least 28 days before implementation, including the times and dates of the
closure, as agreed by the Service Manager.

Communication
and Engagement

A3233

The Contractor shall make recommendations to the Service Manager on publicity arrangements for
any of his operations on the highway network.

Consultation

A3.23 (Customer Services, Public Liaison)

Section Evidence

A3234

The Contractor shall assist the Service Manager and other agents of the Employer to deal with all
queries and complaints they receive, relating to Providing the Service, by providing detailed and
accurate responses to requests for information within the period for reply.

Caommunication and
Engagement
Dealing with Complaints

A3235

The Contracior shall maintain close liaison with and operate systems compatible with those used
by the Employer's Corporate Communications Team. The Contractor shall deal promptly with any
query or complaint referred to the Contractor as a result of an enquiry to the communication
team, and on completion of the necessary action by the Contractor. in relation to any such query
or complaint, the Centractor shall inform the appropriate communication team personnel of the
action taken in addition to any other register, record or report required under this contract.

Section 3.3c

A3.23.6

The Contractor shall provide postal, telephone, facsimile and e-mail electronic transfer facilities
for receipt and transmission of customer service enquiries and responses as appropriate,

Section 6.5.1

A3.237

The Contracter shall provide any information that is needed to enable the Service Manager’s staff
to prepare statements or responses to questions or issues raised by or on behalf of any public

organisation, within any time periods which may be reascnably imposed by the Service Manager
unless it is impossible for the Contractor to do so, in which case the Contractor shall immediately
advise the Service Manager, setting out in full the reasons.

Consultation

A3.238

Where such questions or issues are raised with, or addressed to, the Contractor does not
communicate directly with such public organisations in respect thereof without having obtained
the prior written approval from the Service Manager of the form and terms of its communications
save to the extent that it is legally required to do otherwise.

Consultation

A3239

The Contractor shall promptly inform the Service Manager of any communication he receives in
connection with the service and the Affected Property generally with MP's or MEP's, any public
organisatian, or any other third party.

Consultation

A3.23.10

Where the Contractor believes that such correspondence may have political significance or be of
public interest, the Contractor shall promptly provide the Service Manager with copies of the
correspondence and shall reply directly only when factual information already in the public
domain is involved. The Contractor shall refer all other issues to the Service Manager for attention,
after sending a holding reply.

Consultation

A3.23.11

The Contractor shall provide the Service Manager with the information necessary for the
operation of the Employer's information service specifically including, but not limited to, details of
proposed lane closures and traffic safety and management measures.

Consultation

A323.12

Where instructed to do so by the Service Manager, the Contractor shall arrange for signs,
complying with Diagram 7003.1 of the Traffic Signs Regulations and General Directions, to be
erected to inform users of planned road closures and or lane closures at least 28 days before
implementation, giving the times and dates of the closure, to enable users to choose an
alternative route. The detailed of each sign, and the required location(s) shall be as stated in the
instructing Task Order

Communication and
Engagement

A323.13

Where instructed to do so by the Service Manager, the Contractor shall arrange for signs,
complying with Diagram 7003.1 of the Traffic Signs Regulations and General Directions, to be
erected to inform users of planned road closures and or lane closures at least 28 days before
implementation, giving the times and dates of the closure; to enable users to choose an
alternative route, The detailed of each sign, and the required location(s) shall be as stated in the
instructing Task Order

Communication and
Engagement
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FM Conway takes pride in its ability to deliver a unique level of personal service to our existing Merton
Contract. Our approach to delivery of this contract is built on an understanding that customer care must
extend beyond the traditional Client-Contractor relationship.

VWe are committed to working in partnership with the Merton to support their wider objectives within the
Community Plan, Sustainable Transport Strategy (LIP) and Highway Maintenance Strategy.
This approach includes a relentless focus on delivering ‘safe serviceable and sustainable streets’ to the
people of Merton.

Our approach to customer care is defined by the seven key themes identified below and our proposals for
effective customer care and liaison for this contract are described in the sections below using these headings.
Innovation is inherent in each of these themes.

Partnering ‘Commtipication
Charter ‘& Engagement

Transparency.

1‘ Social

o N WAY Résponsibility

4 greal poopln : great o

>

Custoimer Care

i€ontinuous
A {riprovement

Responsivenass
and -Flex'ibilit-y

A New Partnering Charter

FM Conway will continue to operate this contract in a non-adversarial manner, working in partnership with
Merton to achieve mutual objectives. The success of this approach is clearly reflected in the long-term
nature of our relationships with existing clients, suppliers and sub-contractors.

Specifically we propose to act in a spirit of good faith and collaboration to achieve the overall objectives of
the Employer, and for the mutual benefit of the Parties. We would recommend a charter that agrees to:

e adopt a no blame culture;

® actin an open and trusting manner;

e act fairly towards each other;

e value the skills and respect the responsibilities of each other;
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* communicate clearly, promptly and in an appropriate format;

» seek to identify and resolve problems and/or difficulties promptly;
¢ share information and seek resolution in a co-operative manner;
* avoid disputes.

Additionally:

* enable the Employer to procure the works in a timely and cost effective manner;

e provide the Contractor with an opportunity to undertake the works;

e deliver a safe, serviceable and sustainable streets to the people of Merton through cost-effective,
continually improving and innovative management;

¢ improve sustainability, helping Merton to meet its Climate Change Strategy deliverables;

* value diversity in a culture of equal opportunities;

provide the works on a right first time with zero defects basis;

maximise the efficiency or our respective contributions;

consider neighbours and others affected by the works;

promote an enjoyable and healthy working environment;

provide training and staff development;

e involve all members of the supply chain in achieving the objectives;

Communication & Engagement

We will appoint a dedicated point of contact (Andy Sparkes — Customer Services Manager) to work
alongside the Client and ensure the highest standards of customer care are maintained at all times. This
enables Contract Managers and Supervisors to focus on delivering the core day-to-day operations (plant,
labour, and materials). The Customer Services Manager is able to facilitate advanced planning, consultation,
performance, monitoring and risk management while also dealing with ad hoc enquiries.

In addition to the liaison procedures and meetings defined within the contract documents, successful service
delivery will require proactive communication with a range of stakeholders including residents, local
businesses, members of the public, Local Councillors, utilities, other Council departments, other council
contractors (such as street lighting), TfL and local community groups (business and residents' associations)
and local disability groups. We will utilise our knowledge of the local highway network and existing
relationships with stakeholders to ensure effective communication and coordination between all relevant
parties.

Specific communication initiatives we will implement to enhance this contract include:

s Dedicated and named point of contact for each work area (including back up);

» Ensure advanced warnings are notified to the Client at the earliest possible stage to allow for a
collaborative solution (risk mitigation);

e Ensuring residents are informed of works (advanced notices and updates of programmes as works
progress) and informed of the nature, reason and timescales for activities (via site notice boards);

* Use of Social Media to deliver information ensuring full prior liaison and agreement with Merton;
Managing insurance claims, keeping Merton and claimants fully informed throughourt;

* Respond to complaints (letter, e-mail, telephone) promptly (within the Council’s service charter
timescales) and effectively with the Council kept fully informed of all complaints received directly by
FMC and the response provided;

¢  On site consultation for major schemes utilising our Mobile Communications Unit (in partnership
with the Council);

e Supporting implementation of the LoPS through our knowledge of the TMA and experience
implementing this system in other London boroughs;
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¢ Independent canvassing of residents opinions and satisfaction levels following major works;

Transparency

FM Conway understands the importance of transparency in the delivery of public sector services and we will
support Council Officers meet the growing demands of residents by operating in an open and collaborative
manner. Managing the flow of information will be vital to maintaining a successful and productive partnership
and we have developed a solution that allows the Client real time access to key documentation at their
convenience.

The SP Search web portal was developed specifically for FM Conway and is widely used for uploading
reactive works information, scheme photos, progress reports and inspection records. Shared access to this
system will assist in managing information and monitoring KPIs while also providing a tangible audit trail for
all inspections, works, health and safety information, project reports and updates in relation to programme
and budget.

The SP Search user interface is shown below using an example of a carriageway pothole defect within
Merton reported by the in-house inspection team. The images show the exact time, date and status of the
defect before and after FM Conway's remedial works.

SP SEARCH SECURE WEB PORTAL — USER INTERFACE
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Social Responsibility

FM Conway is committed to making a contribution to the Merton community beyond the immediate terms
of this contract. This is evidenced by our ongoing support of local community events, facilities and charities,
including a presence on Merton's Sustainable Communities Scrutiny Group.

We will endeavour to utilise labour from within Merton wherever possible and offer genuine training and
employment opportunities for local people especially for youth and long term unemployed.

Part of our commitment to being a socially responsible business includes care for the environment. In
addition to our state of the art recycling operation, FM Conway has implemented a number of measures to
minimise any disruption, noise, dust and waste associated with the construction process.

Debra the Zebra - Local Road Safety Campaign
FM Conway has supported Merton’s innovative safety campaign through the provision of a
van liveried with Debra the Zebra imagery. In addition to the initial vehicle purchase, FM
Conway continues to fund all maintenance of the vehicle.

Cycle Training
We have provided a lorry and driver to assist with Merton's cycle training programme in
order to demonstrate the visible range of HGV drivers and the presence of blind spots.

Community Sponsorship
FM Conway sponsors the Winter Wonderland event and provides traffic and pedestrian
management free of charge. We also sponsored the recent Merton Business Awards.

Mobile Communications Unit
Our custom-built Mobile Communications Unit is made available to LB Merton for site
consultation and community events.

VWe believe that these examples represent an important aspect of Partnering Contracts and
we will continue to play our party in the local community.
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Continuous Improvement

We welcome the collaborative approach to performance management set out within the contract
documents including clearly defined KPIs which will drive a cycle of continuous improvement (illustrated
below) for our service performance, our own operations and the contract as a whole,

" Define Mode!
of Delivery S

e

Resource
Allocation

REVIEW& = PREPARATION Ve
LEARNING  &PLANNING =
s Assessment

Manage
Resources

FERFORMANCE
MEASUREMENT

Monitor
Programmis

Health &
Safely

Implement
| Project Controls

Effective mechanisms for gathering feedback and monitoring performance are required to enable learning and
subsequent service improvement to take place. While Merton feedback and the KPI results will be key
drivers, we will also undertake the following measures to provide 360 degree feedback:

= Regular Code of Good Practice Inspections (quality, safety and environmental);

= |ndependent Health and Safety audits to provide challenge (using an external consultant;)

= Canvassing of residents to identify improvements in public perception (using an independent
research company);

= Service manager and team monthly satisfaction survey.

All relevant reports and data, including improvement strategies and monitoring, will be readily accessible to
the Client via SP Search.
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Safety

Health and Safety is the most important part of day to day contract delivery and our goal is achieve ‘zero
harm’. This includes care and protection for the safety of our operatives, Client Officers, members of the
public, the environment and highway assets. All activities will be undertaken in accordance with our
company Health and Safety Policy including the following measures relating to Customer Care:

* Barriers and traffic management in accordance with Chapter 8;
*  Mapping and scanning to identify underground utilities;

= Risk assessments completed for all work activities;

* Independent auditing of active sites.

Responsiveness and Flexibility

Flexibility is critical to developing a successful and sustainable partnership. FM Conway has demonstrated
both the willingness and ability to adapt to the needs of Merton's highways team, from dealing efficiently with
‘out of hours’ emergencies through to supporting Council Officers during times of heavy demand and in
supporting winter maintenance operations.

We recognise that the London Borough of Merton is seeking a Contractor / Service Delivery Partner who
will add real value to the delivery of its Highways Works and Services programme.

FM Conway is absolutely focused, as your Service Delivery Partner on enabling you to realise your goals.
We offer a full integration of services and products to satisfy the requirements of the contract to drive
continual improvement, giving customer satisfaction, improved highway assets and value for
money.

We have been providing term maintenance works throughout our 50 years of existence, and to Merton for
over 30 years. We have evolved throughout that time to ensure that we always provide precisely what our
clients need. When recycling became a key value to boroughs, we led the way. When Carbon Footprint
became a key issue, we were, and still are, at the forefront of our industry. When partnering and
collaborative working became the chosen approach, we introduced our innovative Service Delivery Manager
concept.

Now, as economic pressures prevail, we will again work with Merton to lead the way in delivery value for
money without affecting service provision. Our unique approach to self-delivery, working with clients,
recycling, and enlightened supply-chain management will be reinforced with Advanced Project Planning, Lean
Construction Philosophy, and a fresh and innovative approach to term maintenance that will deliver
continual improvements in Quality and Value to the London Borough of Merton, We will drive these
improvements through the creation of a joint Performance Improvement Team, together with Merton,
which will be led by our recently appointed Strategic Business Director, Jon Judah, and Andy Sparkes, our
proposed Service Delivery Manager.

Ve are able to supply the full range of services, from manufacture of asphalt, through installation and
maintenance, to recycling of highway and gulley arisings, to support engineering and design services, using
our own resources. We have learned that provision of a fully integrated service will break down the
inter-departmental barriers that drive inefficiency and conflict. We advocate a culture of “Can Do, Wil
Do".

Ve will preclude the delays associated with mobilising a different department or operative by encouraging
multi-skilling of our people and fostering an ethos of ownership for the Merton Network in our team.
We will use constructive criticism and performance data to drive improvement of the service, We will drive
innovation and provide the resources necessary to develop and implement new ways of working.
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We will highlight our historic achievements in the Borough and use the successes as the benchmark for
future work. This is not about resting on our laurels. This is continuing our evolution by working with
Merton to ensure that we always deliver precisely the services required, safely, efficiently and cost
effectively.

We will continue to develop and nurture our team-working relationship with Merton'’s staff to provide a
fresh approach to highway maintenance, and, ultimately, improvements in levels of value and quality into the
Borough.

Minimising Disruption through Working Areas

We conduct all Traffic and Pedestrian Management in strict accordance with Chapter 8. We provide
safe walkways for pedestrians at all times.

We know that the key to successfully undertaking works in any public realm is careful and meticulous
planning.

We will develop a site plan for each works order on this contract and will include the Engineers
Representative in the preliminary planning stage.

The site plan will consider:
e Schools within the Borough of Merton;
e Vulnerable Residents;
® Local Businesses;
e Local traffic usage (is the route a popular “rat-run™.);
Emergency Services;
Any other stakeholders (such as community groups or churches).

The preliminary plan will enable us to identify any issues, specific to the location, date and timing of the
works.

We will then apply a risk management approach to evaluate the scale of impact, to agree idealised
methodology for reduction of impact, and to determine and implement the necessary control measures to
manage the residual impacts. These will vary from job to job. It may be necessary to implement a road-
closure, which will require a fully planned diversion route. This will require additional consideration of the
impact to stakeholders on the diversion route.

When works require restrictions to traffic or pedestrian flow we plan the works to be at a time of least
inconvenience to stakeholders. We install barriers or fencing to ensure safe segregation of pedestrians from

traffic. Clear and effective signing is essential.

We will always provide a clearly marked and delineated route for traffic and pedestrian through our
working areas and will design the routes to maximise safety whilst minimising disruption.

We will ensure that the Engineer’s Representative is entirely satisfied with our plans before any works
commence.
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Minimising Disruption to Access to Premises

Our site planning process ensures that we consider all stakeholders, evaluate the impacts of our works upon
them, and implement methods and controls to minimise disruption.

This is especially important when our works will have an effect upon the access to premises, either for
businesses or residential.

Our initial assessment will identify all premises at risk and consider the available options. We will evaluate
those options and where we are satisfied that the impact is negligible we will notify the occupier of the
scheme including times, dates, and access measures. We will note any concerns and seek to fully address
them.

If evaluation suggests the impact is more significant then we will invite occupants to participate in the
planning process. This may be a simple doorstep discussion, or, in some larger schemes, may require a full

public forum requiring 2 meeting in a suitable local hall to discuss and agree solutions.

We will endeavour, for all works, to ensure that local stakeholders are included in the planning process
and remain fully informed of all arrangements.
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From:
Sent: Uz veceiniuer 2uus 14,02

To: | I,
Subject: FW: Cannizaro Road and Westside Common, SW19 - Cariageway & Kerb Works

Sent: 02 December 2009 13:45
1
Subject: RE: Cannizaro Road and Westside Common, SW19 - Cariageway & Kerb Works

Hi Il
We had our Residents’ Association committee meeting last night.

This was our first meeting since the completion of the above works and we all agreed that the work had been |
done in a most efficient manner.

| have been asked to write to tell you how pleased we all are with the way in which the work was carried |
out. |

From the very first communication to the end of the project, it all appeared to go without 2 hitch and with |
minimum disturbance. The contractor's work force were courteous and helpful when we needed to get
access while the work was going on.

Congratulations to all involved.

Kind regards

Secretary
Wimbledon Common West Residents’ Association

Minimising noise, dust and odours

FM Conway recognises that noise, dust and odours in the workplace may have an adverse effect on both
people at work and those in surrounding neighbourhoods.

Noise at its worst can affect people's health or cause deafness; at a lower level, it is an irritant and an
environmental nuisance and is a form of pollution. The polluting effect of noise is a direct result of the
location of a site and the working hours.

Likewise, dust and odours are an airborne irritant at best, and at worst represent potential hazards to
health. A significant dust issue can even present a threat to safety if of sufficient scale to affect traffic.

We accept our responsibilities in respect of these pollutants, not merely from a legal compliance view,
but also as our social responsibility. Therefore, we have developed specific risk assessments, method
statements, and policies that address these aspects as part of our Environmental Impact Assessment process,
within our certified ISO 14001 Environmental Management System.
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Liaison with Affected Residents & Businesses

We will minimise the impact of the works on local residents and businesses, whilst seeking to advance
the public perception of highway maintenance. We recognise that the public expect the co-operation of all
our staff and operatives at all times and that civility is of paramount importance.

We require our Contract Managers to ensure that sites are organised in a manner that will achieve the
objective set:

“To assist householders, and occupiers of business premises in the continuance of their normal activities by minimising
interference with the use of carriageways and footways, by ensuring adequate communication and seeing that all
members of site staff use courtesy in dealing with members of the public.”

We do not limit this approach to signing and fencing. In our work plans we will allow for the routine services
the pubic require. Our work programmes allow for weekly refuse collections. We afford daily deliveries
such as post, milk, and newspapers every consideration and assistance. We place particular emphasis on
assisting the most vulnerable members of the public and we expect all of our employees to provide
assistance when needed.

Our experience is that through a friendly and open engagement we avoid many potential customer problems
by careful planning and consulting/informing on the proposed works.

Our Stakeholder Engagement & Communication Plan outlines the way we manage relations. It addresses our
management of stakeholders in the achievement of the project. [t states that we identify key stakeholders,
and their interests, at an early stage, have strategies to engage them, and provide resolution of their issues
and seek their feedback on our performance at the end of the works.

Consultation

Communication is vital to the success or perceived success of the scheme. We are highly experienced in
working in similar circumstances throughout London and the surrounding counties. We are acutely aware of
the impact of our activities on the users of the Merton Network.

We know that keeping stakeholders well informed with relevant and accurate information, in
particular key dates and progress, will minimise issues and maximise positive comments.

We will continue to address these issues with the strategy set out below:

¢ Involving London Borough of Merton and any affected parties for comments on the planning,
methodology and programming of the works at an early stage;

e Consult and liaise with all relevant Statutory Undertakers and authorities to confirm that the special
requirements described in Annex || to this Service Information are sufficient, or notify the Service
Manager of any changes to these requirements;

e Actin accordance with the special requirements described in Annex | | to this Service Information,
unless otherwise agreed;

e Provide the Service Manager with advice and recommendations on the requirements of all Statutory
Undertakers and authorities;

e Comply with any requirements of the Service Manager in respect of apparatus owned by Statutory
Undertakers and authorities;
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Liaise with the police and Others in relation to all fatal and other major accidents and co-operates
fully with their investigations into the cause of such accidents; and provides such expertise and
assistance as required under the circumstances;

Assist Merton in approving the interface between Merton, the emergency services and other
highway authorities;

If instructed to do so undertake continuing liaison with the emergency services and adjacent highway
authorities to seek to identify accident patterns and causes of congestion as well as examining cost
effective engineering, education and enforcement solutions to reduce road casualties;

Attend all meetings convened by the Service Manager and Others relating to the management,
operation, performance and maintenance of the Affected Property and the our obligations;
Recommend workshops and user groups to be convened by the Service Manager and Others, and
attend all workshops and user groups convened by the Service Manager and Others, relating to the
Affected Property;

Establish liaison procedures with the organisations listed in Annex 08 to this Service Information
and, as required, Others that may be identified from time to time;

Using our experience of Highway Works to influence the approach to the project;
Communicating effectively with affected stakeholders;

Keeping stakeholders properly informed on progress;

Listening and acting upon feedback from the stakeholders promptly;

Accommodating the expressed needs of the stakeholders;

Complying with our Quality, Health and Safety and our Sustainability procedures and constantly

reviewing their appropriateness;

e Setting an excellent example and maintaining standards throughout our organisation;

e Communicating with the Merton communities.

We will communicate using a variety of media and at frequencies to suit the various stakeholders. We
anticipate being involved in a range of activities designed to improve the understanding and sharing of project
knowledge and information such as e-mail, telephony, formal & informal meetings either on-site or off-site,

road signage, high-level bulletins, and e-mail updates.

Our Award Winning Mobile Communications Unit (MCU), Letter Drops, Notices and

Cansultation

Our Client is not only London Borough of Merton
but also your Clients — Residents, Local Business,
Bus Operators, Taxi Operators and the Public who
live and conduct their business in the area.

We will utilise our innovative Mobile
Communications Unit (MCU) to provide
information to interested parties. This will visit sites
from time to time during the works, and will carry
information to hand out and the PLO to discuss the
project with interested parties. We will also
organise Letter Drops and Site Information
Boards.
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Addressing the Needs of Disabled People and the Elderly

“The needs of particularly vulnerable groups, for instance the elderly and the
disabled, will be foremost in the planning and ongoing management of the site
works."

The needs of particularly vulnerable groups will be foremost in our planning and ongoing management of the
site works.

The Company is fully aware of all the current legislation governing these groups (particularly the Disability
Discrimination Act) and is committed to achieving the highest standards in the provision of the service in this
area.

From i
Sent: 23 September 2009 12:14
To: == ,
Cc: Lee Baldwin; Maric Lecordier L
Subject: FW: manhole cover outside 54 Leopold Road Fwd to Traffic and Highway Enquiries i

Hi [ g,:

Thanks for getting this done so quickly this morning. It's good to hear from a resident when we get it right. L
|

Thanks
]

-—---0riginal Message--—-
From:
Sent: 235 September 2008 12:0/
To:
Subject: Re: manhole cover outside 54 Leopold Road Fwd to Traffic and Highway Enguiries i

Something has been covered - ill let you know how we get on.

| am very pleased and impressed with your efficiency. As you could imagine living with the constant clanging
was a nuisance but you have helped sort the matter out so effectively.

Sr s ———

A very happy supporter!

Best wishes N
From: '
Date: Wed, 23 Sep 2009 05.ui. 19 Tuiuu

To: I -
Subject: RE: manhole cover outside 54 Leopold Road Fwd to Traffic and Highway Enquiries

Thank you for getting back to me. | will ask our Contractor - Conway, to carry out a temporary repair today. |

Many Thanks

e s - - - e T T T — i 8
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Qur site planning process ensures that we consider all stakeholders, evaluate the impacts of our works

upon them, and implement methods and controls to minimise disruption.

This is especially important when our works will have an effect upon the access to premises, either for
businesses or residential, but is never more important than when we are dealing with vulnerable groups.

In those cases where our initial planning identifies specific issues we will plan every measure to cater for
special needs. If possible, we will make contact will the relevant group or parties to determine requirements.

These will usually include:

Notification to affected parties,
Ramps for wheelchairs;

Increased width for pedestrian routes;
Clear signage.

We will specifically brief our site teams, at initial induction, of all relevant controls for the works and they
will ensure full compliance with the measures and additionally will provide every personal assistance to

any members of the public who require it.

Dealing with Complaints

We appreciate that on a contract of this nature there may be enquiries or
complaints from the public. We recognise the importance of a high quality service to
London Borough of Merton and our philosophy is one of minimum disruption, thus
minimising the number of complaints received.

Where issues occur then it is important that clear lines of communication are set up
making it easy for the complaints to be received quickly so that we can understand
and address them both efficiently and effectively.

We believe in facilitating customer complaints. VWe understand that, if
someone has a complaint, they will receive greater satisfaction and the issue will me
more quickly resolved if they are able to make the complaint easily and receive
polite, open-minded response, rather than an adversarial defensive approach.

To this end we have established a “24/7 Telephone Complaints Hotline” and
publicise the number on signboards throughout our works. Trained operators that
we select for their excellent, amiable communication skills, monitor and manage the
calls. The hotline operators register all complaints and forward them to the
appropriate manager, who will make response within 5 days.

Ve also manage all complaints derived from verbal, written and Client
informed through the process flowchart overleaf.

We have developed and refined a comprehensive database system to ensure that all
complaints are relayed to the relevant manager for correction within the specified
timescales.

Our established Complaints Procedures, form part of our ISO%001 certified Quality
Management System.

_ -i\\\\\\\\\\\\\l

Our “Hotline™
operators are expert
at assisting customers
in a friendly, non-
adversarial manner
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Complaints Recording System

PROCESS FLOW OF MANAGEMENT OF ENQUIRES & COMPLAINTS

RESPONSIBILITY
OFFICE
NOTES CONTRACTS SITE MANAGER TELEPHONE “HOTLINE" CENTRAL
{SUPERVISOR [ AGENT/
MANAGER PROJEGT MANAGER) OFERATIVE SERVICES
ADMINISTRATION: |
ENQUIRY OR COMPLAINT RECEIVED
Any issue arising from the acdvities of FM Conway
MNEB ANY PERSOMN WORKING OM BEHALF OF FM CONWAY CAN RAISE A
COMPLAINT/ENQUIRY — AND ANY PERSON INVOLVED OR AFFECTED BY OUR
WORKS CAM INITIATE IT BEING RAISED
COMPLAINT REPORT COMPLAIMNT REPORT must be completed ASAP after complaint or enquiry iz raised (by, or on behalf of person made
aware of occurrence)
e __’__l—-"_____
v v
CORRECTIVE ACTION Enquiry
Appropriate & timely corrective action and/ar resolution of enquiry entered onto
Preventative acuons put in place to minimise recccurrence local database
and original
(with
supperting
info/docs!
CORRECTIVE ACTION, Il in doubt: photos) held in
Communicate to ALL RELEVANT PARTIES an auditable
Reject or suspend operations — do not compromise safety, quality, environment, customer and ordered
or local smkeholders expectations filing syscem
|
b
Local darabase analysed .
at timely intervals Enququ Complaines
{monthly management Complaine —i Database
f closed outina
" meetings) updatad
Any trends analysed and ety teiier
Appropriate Meeting dealt with accordingly +
Agendas & Minutes {appropriate to busi o
& smkehalder l
requirements)
Ensure all complaints Database
have been “closed our’, passed on to
and enquiries answered, SHEQ Team at
in a timely manner regular
intervals,
Any trends
I analysed and
ralsed at
appropriate
' Management
Effectiveness of Corrective Actions evaluated, Moeting
Lessans learne and Best Practice updated

We maintain a register of complaints and enquiries. Any received are reported to the regular progress
meetings with Merton. We record each complaint received on a Complaint Form. Ve register all complaints
on the database and develop a resolution plan to close out the issue. This database and the subject
resolution of all complaints will form an item of an agenda for a weekly contract meeting. VWe monitor
resolution of the complaint until satisfactory close out. The Quality Manager monitors all complaints and
works with the relevant Service Director to determine the course of corrective action and ensure its

implementation.

We maintain KPls, which show our effectiveness in responding to complaints within the specified period. We
respond within 5 days to any written or verbal complaint and target 99% compliance. It is important when
dealing with complaints to distinguish between the various types that might occur.
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We scrutinise complaints across the Company, as well as on each Contract, enabling us to identify and
analyse any trends. YWe examine industry data to identify potential problems.

Our systems provide for regular, managed communication between ourselves, the contractual client and to
the user.

rrom:. I

Sent: 19 May 2011 1102
To:
[

Sub}l:ul.. CYWU. ME-USVEIURTIENL Ul YVITIeuun

Here is a thank you from an active resident in Wimbledon, who is pleased with the consultation, management and
construction of the project. Please pass down to all involved.
Regards,

Begin forwarded message:
From:
Date: 14 May 2077 TU:38:19 G | +UT:00
To:
Subject: re-gevelopIment or VWimoieaon

Dear -

To put myself in context, | am the lady who met with you: |INEEEEIEEE together with other local people representing
(between us): All Bar One; WEHRA,; the Library & Compton/Alwyne/Woodside roads (myself being from [ t
discuss specifics re the re-development of these 3 streets.

Just wanted to write to thank you and your colleagues (plus Conway) and say how pleased we are with how everything is
progressing. | am never "slow in coming forward" if | feel something needs complaining about (as several of your
colleagues @ Merton Council will testify to (1!) ...including John Hill who has met me on several occasions @ Question
Time @ the W/Don Community Forums in Mansel Rd) but | equally feel that good work should be acknowledged.

If asked to give specifics, | would guess these would be (in no particular order):

* The initial consultation process outside W/Don Station ....those of us who participated really felt our suggestions were
being listened to.

* Regular updates (via the W/Don Community Forums, notice boards, etc) on progress.

* Initial mentioned meeting with "interested parties" from specific sireets re upcoming proposals. We really appreciated
being able to input prior to work commencing rather than being presented with a "fait accompli".

* The Conway personnel who worked in my street and whose equipment was stored at the end of our road |
Despite the scale of the work, noise and disruption (to us) was kept to an absolute minimum and the workmen
themselves were always polite/considerate/friendly. NB On this point, a neighbour of mine | || o~ hearing
| intended writing to you, asked that | include her name as an additional endorsement.

* Work appears (as far as | can determine) be have been completed in a timely manner/on schedule.

The finished work is looking great. And the removal of street "clutter” (such as barriers, etc) and the re-positioning of the
Bus Stop from outside Greggs, although small things in themselves, seem to have made a lot of difference/had a really
positive effect.

We are all looking forward to seeing the end result once the station forecourt re-vamp (long overdue given what a pivotal
point it is for commuters & tourists alike, with massive daily footfall) and from the plans | am pleased to see that you have
been able to accommodate trees (a request by me at the Consultation Stage ...although | am sure | was not the only one
to make this request!!) and that an Oxford St style crossing will be happening @ the Alexander Rd junction (another
request of mine ...although | had hoped for something similar @ the junction where Next stands, but | guess this might
not have been possible for practical reasons).

Regards. [N

B e —————— e
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Analysis of Complaints and Continual Improvement -

L
1

BEXLLY

We are committed to minimising the impact of the works on local residents, g SO
traders and the travelling public whilst seeking to advance the public perception i
of Highway Maintenance. We recognise that we are often judged on how well we RO
manage the issues that arise, and strive to treat every complaint as an AT
- . LEW/S ) ———
Opportunity to improve. MIATEY s
NEwHALY SRS
i . = SETEHAGRK. e ——
We confirm each complaint received by the generation of a Complaint Form. My
We register all complaints onto a separate database and develop a resolution ...
plan to close out the issue, This database and the subject resolution of all CUEARS NG =

Cvis

complaints will form an item of an agenda for a weekly contract meeting.

We monitor the resolution of each complaint until close-out. This will include
satisfactory rectification of the immediate issue and, additionally, determination
of the root-cause of the problem.

| uhaNsitiG0 8

Determination of the root-cause enables us to identify and address the underlying reasons leading to the
problem. We will then implement improvement measures that will prevent recurrence of those problems.
These measures may be systematic and require an update to the Quality Plan or operational procedures, or
cultural, requiring training of operatives.

We will, subsequently, evaluate the effectiveness of the measures, and, if necessary, amend the measures to
give further improvement.

This process will drive continual improvement of customer satisfaction, both within the Merton contract and
for our business as a whole.

From the above-mentioned database, we would be able to examine and address complaints trends and
produce an additional Key Performance Indicator (KPI) expressed as a percentage of complaints received
and resolved.

FM Conway also has a parallel policy of dealing with praise received. We ensure that we record, log and
communicate it to all operatives concerned. This enables us to identify and disseminate best practice, and
further drive continual improvement.

Insurance Claims

FM Conway appreciates that highway maintenance and improvement works of
this nature will always lead to insurance claims from the public. We have
developed, tried, and tested procedures to manage these, and endeavour to
achieve rapid resolution with minimal dispute.

It is our policy to resolve all claims directly with the claimant, whenever possible.

If we damage property belonging to third-parties we will make all necessary repairs
to the full satisfaction of all parties, or pay for the repairs to be undertaken by an appropriate specialist
contractor.

Our experience is that involving an insurance company will delay resolution of the matter and give rise to
confrontation. We aim to resolve all claims as quickly as possible with the minimum of confrontation. It is
also our experience that keeping all of the parties, including our client, fully informed of the progress of any
claims will assist with realising a fully amicable resolution of the issue.
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We use the process, detailed below, for all our works. We undertake works in |6 of the London Boroughs
and have been providing highway, and other maintenance, services to London Boroughs throughout our 50

years in business. The process has been proven workable and robust for many years.

Claims may be received direct to our office from the public, passed via site personnel,
or via the client. We pass them all to our Central Services Department.

Central Services will send acknowledgement of the claim and an Accident/Incident
Claim Form, for completion and return by the claimant. They then forward the
completed form to the team managing the Merton contact and our internal Liability
Claims handler.

They will undertake a thorough investigation of the claim, including but not limited to,
taking photographs, taking witness statements, and confirming those details recorded
by the claimant.

Upon completion of our investigation, we will make a decision as to whether or not
we accept the claim. We will notify Merton of our findings and decision.

If we accept liability then we will agree settlement with the claimant and will require
completion of a Form of Discharge by the claimant. At this stage, we will make

payment and will close the case. We will inform Merton of the satisfactory resolution.

If we do not accept liability then we will write to the claimant of our decision with a
full explanation of our investigation findings and the grounds for refuting the claim.
We will pass copy of the letter to Merton.

If the claimant accepts our findings and decision, we will close the matter and inform
Merton of the outcome.

If the claimant does not accept our decision then we will pass the claim to our in-
house legal team. They will notify our insurers if the claim is for property damage
exceeding £10k, and in all cases of personal injury. We will, again, keep Merton fully
informed.

Once we have made a claim upon our insurers, our insurance department will make
regular checks to the insurers on the progress of the claim. All information that
becomes available will be forward to the claimant, and Merton, until the claim is fully
resolved.

We fully document
claims and will keep
the claimant, and
Merton, informed

throughout

étrs |

o
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Document Input |
Comphaint from 3 Pa :
g : Complaint Made
FROM:- 31 Parcy, Dirac i +
Via Site or from LB Mant i . §
! | Complaint Received —|
.
y : =3 Complaint Received Complaint received.
Supporting Docurmnents ! T Registered on Datahas_e. F:_cﬂzmﬂ:r:r
Accident/Incident Report | ; 4 Ghwlecyement i Accldent/ i Claimant and returned
Form 1 Incident Form to FMC
FROM:- Company Central E sent to Claimant
. )
TO:- Claimant ;
Completes and Returns Al relevant information passed
Passed toie Conteacs ! to Contract Team and Liability |«
Team & Liability Claims ] Claims Handler
Handler :
Investigation detail added | r_|
as investigation progresses '
\_//’_\ ; Full Investigation of Complaint, including witness statemens,
photographs, et undertaken
Document Output || A
Form of Discharge i Claim accepted,
ISSUE TO: Chirmant, Update Info to quantum agreed,
with setdaivene ! LB Merton Form of Discharge
\_/-—\ : completed
E Letcer refuting claim
Lec?em:';:: Output | sent to claimant
2 '
ISSUE TO: Chirmant ||
i INFO Claim passed to Legal Team
¥”/—-\ : Update Info to _‘ONLY _____________ Passed to Insurers if property claim
: LB Merton exceeding £10k or if Personal Injury
: Claim
Document Output E
Form of Discharge H INFO
ISSUE TO:- Chimane, |} Update Infoto | ONLY Ragolay SHRCHOE WD rurancy : _
with Seciemens : LB Mattin Company on progress, and updates to Resolution of Claim
\_;)_'_\ : Claimant and Engineer, until resolution
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6.9 — Contractor’s Insurances

This section includes copies of the Contractor’s insurances. If the appropriate insurances are not
in place at the time of tender the Contractor’s formal undertaking to ensure that they are in

place by the starting date, must be included in the tendered plan.

Copies of the certificates for the Contractor’s insurances are annexed to this plan.

LT y——r—]

M b Y S Marsh Ltd
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F M Conway Ltd
Conway House
Rochester Way
Dartford

Kent

DA1 3QY

2 November 2011
Subject: Confirmation of Insurance - F M Conway Ltd
Dear Sirs

As requesied by you. we are writing to confirm that we act as Insurance Brokers and lhat we have
arranged insurance on your behalf as detailed below. A copy of this latter may be provided by you
to third parties who have a legitimate need Lo receive confirmation of YOur iNSUrance cover.

Professional Indemnity Insurance

—_“i________

Period of Insurance: 2 November 2011 to 27 January 2012

Limit of Indemnity: £10,000,000 in the aggregate including costs and axpanses

We have placed the insurance which is the subject of this leiter after consultation with you and
based upon your instructions only. Terms of coverage are based upan information furnished fo us
by you, which information we have nof independently verified.

This letter is issued as a matter of information only and confers no right upon you or any third
party to whom it is disclosed, ather than those provided by the palicy. This letler doas not amend,
extend or alter the coverage afforded by the policies described herein. Natwithstanding any
requirement, term or condition of any conlract or other document with respect to which this letier
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MARSHE McLENNAN
bei COMPANIES
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2 November 2011

may be issued or pertain the, the insurance afforded by the policy (policies) described herein is
subject to all terms. conditions, limitations, exclusions and cancellation provisions and may also
be subject to warranties. Limits shown may have been reduced by paid claims.

We express no view and assume no liability with respect to the solvency or future ability to pay of
any of the insurance companies which have issued the insurance(s).

Where a copy of lhis letter has been provided to a third party, we assume no obligation to advise
that third party of any deveiopments regarding your insurance(s) subsequent to the date hereof.
Additionally this letter is given on the condition that we are not assuming any liability to any third
parly who receives a copy of this letter, based upon the placement of your insurance(s) and/or
statements made herein.

This letter shall be governed by and shall be construed in accordance with English Law

Yours sincerely,

Glient Executive
Farand on behalf of
Marsh Ltd
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