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APPENDIX 9.6
CODE OF CONDUCT

CONTRACTOR CODE OF CONDUCT
Ealing Council wants to make sure that all members of our diverse community have equal access to high quality services and are treated with dignity and respect. 

This Code of Conduct has been produced to ensure that all our contractors deliver excellent services in a way that is sensitive to individual needs.

APPLICATION OF CODE

· The Contractor must inform all staff and operatives of this Code of Conduct during their induction to work.

· A copy must be given to everyone working for the contactor, including all Sub- contractors.

· The Contractor must check that all members of staff and Sub-contractors fully understand and are committed to working in line with the contents of this code.

GENERAL REQUIREMENTS

All staff must: -

· Treat residents, their families and guests with courtesy and respect;

· Show sensitivity to vulnerable residents and those with special needs;

· Check all information provided about the tenant before visiting, to make sure that any particular needs are identified and met.  Such needs may include, but are not limited to, the need for: -

· A translator or signer;

· To provide any information that is to be left for the tenant in large print, Braille or in another appropriate format;

· Allowing the resident plenty of time to answer the door, because of mobility difficulties;

· Arising from the resident’s faith or belief, checking a faith calendar, to ensure that the date or time of the appointment is acceptable;

· Avoiding a school run;

· Providing a female operative;

· Removal of shoes, in line with faith requirements.

· Carry identification in the approved format, which includes a photo, and show this to the resident before entering their home;

· Speak slowly and clearly when providing any advice or guidance and check that the resident has understood the information given;

· Arrive at the residents’ home promptly at the agreed time;

· If delayed or prevented from attending an appointment due to unforeseen circumstances, telephone the resident to arrange an alternate appointment;

· Carry an sufficient stock on the vehicle, to complete the work in one visit;

· In the event that the service cannot be provided in full in one visit, and before leaving the property, agree a further appointment to complete the work;

· Carry out the work between the hours of 8am and 5pm Monday to Friday. (Emergency services only will be undertaken at weekends, evenings or Bank Holidays);

· Take all reasonable care to avoid damage to the affected property and its contents;

· Use dustsheets to protect the resident’s property;

· Tell the resident about, and make good, any damage arising from the provision of the service;

· Remove any trade refuse on completion the work and clean the areas worked in thoroughly before leaving;

· Not play a radio in the resident’s home or garden;

· Not use inappropriate language in the resident’s home or garden;

· Not smoke in the resident’s home or garden;

· Dress appropriately, wearing the company’s uniform at all times.

.

IDENTIFICATION AND SECURITY

The Contractor shall, at the company’s expense, provide and issue to all staff an identification card of a type and in a form approved by Ealing Council.

The identification card must include the following details, within a laminated casing: -

· Current photograph of operative;

· Operative’s name in bold capital letters;

· Contractor’s name, address, telephone number and email address;

· Expiry date of card;

· Signature of Contractor;

Samples of the identification card shall be submitted to Ealing Council for approval (to be given in writing) prior to commencement of any service under the contract. 

The design of the identification card shall not be changed without the written consent of Ealing Council.

The Contractor shall ensure that Personnel are notified that it is a requirement of this Contract that the ID card is prominently displayed at all times when an operative is at the affected property or on Ealing Council’ premises.

Operatives ceasing to be in employment of the Contractor or a Sub- contractor shall have their ID card withdrawn.

The Contractor shall not employ any person with unspent or criminal conviction.

Health and Safety Regulation must be complied with at all times when working on this contract.

The Contractor shall ensure that personnel at all times wear hardwearing safety shoes with non-slip soles with suitable heel. The wearing of training/sport shoes will not be permitted. 

PLANT, TOOLS AND VEHICLES

The Contractor shall maintain all vehicles, plant and tools used to provide the service in good and serviceable repair at all times and in a condition appropriate to the proper performance by the Contractor of the obligations under this contract.

The Contractor shall identify all vehicles, other than saloon cars, used in the execution of this contract by the use of a distinctive livery, approved by Ealing Council, which incorporates the Contractor’s name and the Employer’s logo.
The contractor shall provide suitable uniform for all personnel, which will include all safety and protective clothing. Choice of uniform will be at the contractor’s discretion but shall be subject to prior approval by Ealing Council.

SUB CONTRACTORS.

· The list of Sub-contactors should be provided to Ealing Council. 

· All sub contactors employed will be subject to this Code of Conduct;

· Necessary documentation must be kept at the Contractor’s premises for the Client to inspect and review from time to time:

EQUALITY AND DIVERSITY 

Ealing Council values the rich diversity of Ealing’s community and is committed to providing high quality services fairly and equitably to the whole community. 

The Contractor must have an Equality and Diversity Policy that is consistent with Ealing Council’ Diversity Scheme. 

The Contractor must act at all times in accordance with this Policy, with Equality and Human Rights legislation and statutory guidance.

The information below provides additional, general, guidance on the delivery of excellent services for our diverse community.

EQUALITY AND DIVERSITY - ADDITIONAL ADVICE  

· Always be polite and courteous and treat everyone with dignity and respect;

· Treat others as you would expect to be treated in your own home;

· Avoid using jargon and slang – what you say may have a different meaning to the resident;

· Don’t make generalisations about groups or individuals;

· Don’t make assumptions, for example about faith or sexual orientation;

· Avoid using certain terms such as ‘my love’ and ‘dear’. Be sensitive when using terms of endearment, as they may be unacceptable to the resident;

· Consider accessibility issues and, if working in the home of a person with mobility impairment, it is important not to restrict their movement. Clear up rubbish/spillages as quickly as possible, as these pose particular hazards for people using walking sticks; 

Communication

· Prior to the visit identify certain needs or requirements such as arranging for an interpreter, or signer, if necessary;

· When advising the tenant about the works to be carried out, communicate effectively and spend as much time as is required to ensure that the resident fully understands what is to happen;

· Be aware of the best method of communication and with whom you can communicate - for example it is not advisable to communicate with the resident through their young children;

· Ask the first language of the resident and, if necessary, seek assistance of translator, (ITLS Ltd are Ealing Council’ provider - contact 0800 181744 or 020 8566 0070);

· Take care and be patient when an accent or language hinders communication;

· Appreciate how cultural differences can affect communication, for example gestures and body language can have different meanings in different cultures and could cause offence;

· Information left with the resident should be written in clear English, avoiding complex technical terms and jargon.

Communicating with deaf and hearing impaired residents

· Face the person when talking to them, talk clearly and use your usual tone;

· Only raise your voice if the resident asks you to speak up;

· Be prepared to write things down, if this is appropriate;

· Let the resident know if you have to leave the premises i.e. to get equipment from the van;

· Tell the resident if you will be making excess noise, e.g. drilling or hammering.

Communicating with blind or visually impaired residents

· On arrival at the premises introduce yourself, where appropriate, using an agreed password;

· Explain clearly where you will be working and what you will be doing;

· If you need to move items of furniture, ask the resident where you should place these and ensure you replace them in exactly the same position on completion of the work;

· Identify a place with the resident where you can safely leave work materials;

· If you have to leave the premises for any reason let the resident know and, where possible, give them an idea of when you will be returning.

Conduct and etiquette

· All contractors should behave in a manner appropriate to the particular culture or

Religion of the BME resident and respect religious or cultural practices;

· All materials and tools etc should be confined to agreed areas, both internally and externally. Particular attention should be paid to shrines and rooms set aside within the home for worship;

· Some religious practices involve participating in festivals throughout the year and

Undertaking prayer and related activities at certain times of the day. Consider the following: -

· Time of prayer and festival times vary so always ask for suitable times to call and stick to these times. A calendar of festival dates for some of the main religions can be found at http://www.bbc.co.uk/religion/tools/calendar/;

· Where and how the prayers are made – Be respectful of areas such as shrines and rooms set aside for worship and seek permission before entering the room. It may be necessary to remove shoes and cover your head. Alcohol and tobacco are forbidden;

·  Washing facilities – e.g. a Muslim resident may encounter difficulties if the water supply needs to be disconnected around times of prayer due to the need for ritual cleansing;

· Treat religious objects and symbols with respect and do not move or touch these without permission, e.g. holy books, rosary beads, prayer mats, statues;

· In some cultures unrelated men and women do not usually mix. Take this into account when making appointments and visiting homes as women may not be comfortable being alone with a male contractor. Making an appointment can provide the opportunity for someone else to be present or to provide a female operative;

· If a resident asks you to comply with a particular procedure, respect their request, where possible. However, if doing so compromises your Health and

Safety procedures, explain this to the resident and agree a way forward. For example you may be required to remove your shoes on entering the home. Try to compromise and show you acknowledge their request. A compromise might be to wear shoe covers;
· Women in some instances may not wish to shake hands - wait for a hand to be offered;

· Be aware that, in some communities, it is a sign of respect to keep your eyes lowered;

· Avoid asking for ‘Christian’ name and ‘surname’; instead ask for ‘first’ name and ‘family name’.
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