SCHEDULE FOUR
Modernisation of Council Homes 2021 - 2026

Schedule Four - Contractors Code of Conduct
CONTRACTORS CODE OF CONDUCT

This code of conduct has been prepared to assist Tenants, Contractors and Trade operatives in their working procedures and to ensure that all concerned are aware of the standards which are required.  It is expected that all Contractors dealing with Mid Devon District Council Houses will ensure their operatives are familiar with this code.

1. Access

1.1 Times – visits should be made at reasonable times, except in emergencies.  Working hours are to be between 8.00 am and 5.00 pm Monday to Friday and no weekend work will be permitted without the authorisation of the Client Officer and the agreement of the resident where internal works are involved.  No major works should be undertaken or left incomplete over the weekend of any holiday period.

1.2 Access Arrangements – call to carry out repairs should comply with any access instructions given.

1.3 Identity Cards – All contractors, including sub-contractors and Consultant’s will have, identity cards.  These should be shown to residents whether requested or not (this is to encourage awareness of the possibility of ‘confidence tricksters’).  The identity cards should be heat-sealed with clear plastic to eliminate tampering and they should contain the contractors name, telephone number and directors signature as well as a clear passport type photograph of the user with his/her name. They should also be printed in Braille to assist the partially sighted.

1.4 Appointments – Appointments should be made at least 7 days in advance of starting the works.  Notice should be given to the tenant before commencing work. 

1.5 Broken Promises – having made arrangements, these must be kept since this item is a major source of complaint.  If a broken arrangement is unavoidable then the contractor should:

· Firstly apologise to the tenant as quickly as possible

· Secondly explain the reason for the failure

· Thirdly make a new arrangement.

1.6 Parking – vehicles should be parked in accordance with the Highway Code recommendations.  Secondary and local accesses, footpaths, gateways, etc. should also not be obstructed.  Any ‘No Parking’ signs should be observed.  Vehicles should not be parked on or be driven over District or County Mid Devon District Council landscaped areas unless this is essential for the purpose of the work to be undertaken.  Special care should be taken in respect of the blind or partially sighted.  Objects overhanging vehicles, such as ladders, are undetectable by the blind can cause serious injury.  Health and Safety Regulation are common sense and contractors are expected to comply with them.

2. Appointments

2.1 The contractor shall be responsible for arranging suitable times and dates with the residents, for pre-contract inspections and for works to be carried out.  The 

contractor should give seven days written notice of his intention to attend the dwelling, clearly stating the proposed time, date and purpose of the visit. 

2.2  The contractor should enclose a prepaid, addressed card (with the Contractor’s address and telephone number on it), along with the written notice, to enable the tenant to propose alternative dates and times of access if the tenant is unavailable on the original time/date proposed.

If an agreed appointment time cannot be reached between the contractor and the tenant within the previously mentioned seven days, the contractor should contact the Client Officer to advise him of the problem.  The Client Officer will then decide upon the appropriate course of action and notify the contractor.

2.3 Where an appointment has been agreed between the contractor and the tenant, or the Client Officer and the tenant, and access is denied or unavailable to the contractor, or other access problems occur, the contractor will be responsible for re-arranging access times with the tenant.   An ‘Abortive Call’ card should be left at the dwelling on each occasion on which access cannot be obtained and/or where a pre-arranged appointment was made by the tenant but not kept by the tenant.  Copies of these ‘Abortive Call’ cards are to be supplied to the Contracts Manager at HIS. The card should state when the contractor called (time and date) and should ask the tenant to contact the contractor within three days to arrange a further appointment.

2.4 If the contractor is unable to agree a further appointment, which allows his contract programme to proceed as agreed with the Client Officer, he is to contact the Client Officer giving at least seven days notice of his preferred date of access.   The Client Officer shall take such action as he considers appropriate and will notify the contractor.

2.5 If the contractor fails to attend any appointment with the tenant, at the agreed time and date, then the contractor should make provision for reimbursing the tenant for any reasonable and provable financial loss such as loss of earnings.  The contractor will make the Client Officer aware of any such claims.

2.6 The Client Officer will refer to the contractor, any claims for loss or damage, received from the resident, which in the opinion of the Client Officer are reasonable claims.  The contractor will pass these through to the contractor’s insurers for processing.

2.7 Where a tenant has made arrangements for the contractor to call but has left only a child in the dwelling, the contractor WILL NOT enter the premises.  Where this occurs he should leave an ‘Abortive Call Card’ and let the contract administrator know of the issue.

3. Behaviour

3.1 Conduct to Avoid – it is essential that the following is avoided:-

(a) Rudeness and swearing.

(b) Excessive noise including the use of radios (although the operative may seek the permission of the tenant to use a radio which should be kept at a reasonable volume).

(c) Over familiarity.

(d) Arguments and other aggressive behaviour

3.2 Home standards – All of Mid Devon District Council’s properties are someone’s home and they are all equally entitled to their services and improvements.  It is vital that the quality of workmanship remains uniformly high, regardless of the diverse lifestyles encountered in tenant’s homes.

3.3 Use of the Property – unless the tenant gives instructions to the contrary, permission should be sought when wishing to come into the property (including the garden).

3.4 Draughts – doors and windows should not be left open unnecessarily.

3.5 Smoking/Vaping – the contractor and his sub-contractors should not smoke/vape inside any dwelling unless specifically invited to by the tenant.  It is the tenant’s home and should not be abused in any way.  It is not sufficient to simply ask the tenant if it is OK to smoke/vape as the tenant may not feel that he/she has the power to refuse

4. Tenants Effects

4.1 Protection of Furniture etc. – ‘tenants’ furniture and carpets should be protected by dustsheets.  Trade operatives are expected to move large items of furniture etc. but not to lift fitted carpets.  If breakable items are present the tenant should be requested to move them to a safe place. If the contractor has any serious concerns photographs should be taken prior to starting work. Where laminate flooring has been laid by the tenant this shall not be disturbed by the contractor and shall remain the responsibility of the tenant.

4.2 Gardens, Damage to Plants, Trees, Paths, etc. – should be avoided as far as is possible.  If some damage is inevitable, this should be discussed and agreed with the tenant before work starts.

4.3 Materials – any equipment or materials should not be left in a hazardous or inconvenient position within the property and agreement should be reached with the tenant on the placing of such items.

4.4 Tools – the trade operatives are expected to use their own equipment.  If power is required then a generator or battery tools should be used. The contractor is not to use the electricity supply in the tenant’s home and no reimbursement of money for any electricity used is to be offered.

4.5 Safety – if a hazard is created by the work, then the contractor must ensure that adequate warning is given and a safe method of work is agreed with the contact administrator.  Obviously, particular attention needs to be given to any vulnerable groups.  Work must be carried out in accordance with the Health and Safety at Work Act and all other safety legislation.  Contractors are expected to make all trade operatives and sub-contractors aware of such requirements.

4.6 Security – Ladders should be removed from site overnight or securely locked to prevent misuse.

4.7 Covid_19 – Ensure extra precautions are taken at all times during this pandemic, safety of everyone is paramount.

5. Other Problems which can occur

5.1 Additional Jobs – tenants often require further works to be carried out whilst the operative is at the property.  Emergency work that is discovered must be made safe but in other circumstances the tenant should report the additional defects to our offices in the normal manner.

The trade operative should not volunteer to pass on a report on behalf of the tenant as this can lead to errors.

The operative should also avoid expressing opinions on the nature or extent of works required or the responsibilities of Mid Devon District Council or its staff with regard to repairs, as this may contradict policy or the diagnosis of specialists visiting and prejudice the expectations of the tenant.

5.2 Parts – if parts are required for a job and these are not readily available then the tenant should be advised that this is the case and given some indication of the likely time-scale.  An alternative access arrangement may also be required and should be arranged with the tenant.

5.3 Old Materials and Rubbish – arising from the work should be cleared on a daily basis unless other arrangements are made with the tenant.

6. Leaving the property

6.1 Completed Work – once a job is completed, make sure the tenant is satisfied with the work and check that all services, which were involved, are in working order.

6.2 Incomplete Work – if it is not possible to complete the work, the trade operatives are required to ensure that the property is safe and proper arrangements made with the tenant for completion of the work.  The property must be left habitable overnight and at weekends.

7. Conclusion

7.1 It may appear that all the obligations in this code fall upon the contractor and trade operatives.  It is, however, hoped that residents will give similar courtesy and respect to anyone working in their homes.  Our experience shows that, in general, people do respond to being treated properly and this can only be good for all concerned.

7.2 Your help in achieving the aims of a first class repairs and maintenance service would be appreciated.

7.3 Mid Devon District Council may amend or add to this code at any time but will ensure that residents and contractors are advised of the changes.
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