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1 Introduction 

 

 

1.1 SNG is strongly committed to providing its customers with service of the highest 

standard.   

 

1.2 To enable us to achieve this objective, it is important to ensure that our 

contractors are aware of the standards of conduct we wish to uphold.  As a 

contractor you are representing SNG whilst carrying out work on their property 

and therefore you, your employees and any nominated sub-contractors should 

uphold and maintain similar standards to those of the SNG so that both parties 

are working together to provide a maintenance service to be proud of.   

 

1.3 This code has therefore been prepared to ensure that SNG’s contractors are 

aware of the standards of conduct they are expected to adhere to whilst working 

in and around occupied premises.  It is not our intention to set out Conditions of 

Contract as they are specified within individual Tender Documents.  

 

1.4 This Code of Conduct should be used alongside the   

  

IMS-SS-006 The Way We Work Standard – Trades and Contractors 

 

2 Approved Contractor 
 

2.1 In order to carry out work for SNG, you will have been accepted onto our List of 

Approved Contractors.   

 

2.2 This means you will be EXOR accredited and/or have met certain technical and 

financial standards.  These will be continually monitored and upon completion of 

each Contract, a formal review of the Contractor’s performance is carried out, 

documented and retained by SNG.   

 

2.3 Conformance to this Code of Conduct will be considered in this overall 

assessment.  

 

2.4 Annual checks are also carried out by the Commercial team and Procurement; 

and will require (where relevant) an in date copy of the Contractor’s Public 

Liability insurance, Health and Safety Policy, Waste Carriers Licence and risk 

assessments for works undertaken by the Contractor to be submitted for review.   

 
  



Page 5 of 12  UNCONTROLLED IF PRINTED 

 

 

 

Values  

2.5 SNG has the following values and we would expect all of our contractors to be 

aware of these and demonstrate their commitment to working with SNG by 

embracing these Values all of the time. 

 

 

 

Equality and Diversity 

 

2.6 You will make sure that everyone is treated fairly and without discrimination, 

regardless of their race, gender, sexual orientation, disability, religion or belief, 

gender re-assignment, pregnancy and maternity, marriage and civil partnership 

and age.  SNG promote inclusion and challenge discrimination and you will ensure 

that everyone can access our services and that no one is excluded inappropriately 

from any services or activities provided by yourselves. 

 

2.7 The company is committed to providing a safe, respectful and inclusive 

environment for all employees, and therefore any form of bullying, harassment, 

or sexual harassment will not be tolerated under any circumstances. This 

includes, but is not limited to, any conduct, verbal or physical, that is 

intimidating, degrading or offensive to an individual, or that creates a hostile or 

unsafe working environment. 

 

2.8  SNG promote our strategy, SNG Mosaic to help support our commitment to 

equality and diversity, and enable progress to be made towards our goal of 

respecting, valuing and celebrating the strengths of a diverse profession and 

workforce. 
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2.9 If a contractor has concerns about the well-being of the resident e.g. in respect of 

vulnerability or safeguarding issues they should follow the following steps in line 

with SNG’s Safeguarding Concern Procedure IMS-OPP-019 

1) Is an incident in progress or is there an immediate risk – if yes – call 

999 

2) If no, can the visit be conducted safely at the time of attendance and 

repair/planned work carried out – if yes 

a. Continue works you were due to carry out but email concerns to 

customerspecialisthousing@sng.org.uk and ensure the email is 

titled “SAFEGUARDING REPORT” and this will allow our 

Customer Specialist Team to take forward. Contractor to also 

email to Operational Lead for works being carried out 

3) Can the visit be conducted safely at the time of attendance and 

repair/planned work carried out – if no – abort visit and Operational 

Lead informed who will then follow above process and advise when it is 

safe to return to carry out works 

 

Confidentiality 

 

2.10 Personal information about SNG’s residents, employees and other individuals is 

strictly confidential.  Contractors shall be instructed not to pass on any 

information of a business or personal nature about SNG or any of its employees 

or residents, to other organisations or persons.   

 

2.11 Contractors shall not use any information they obtain in the course of their 

employment for personal gain or benefit; neither should it be passed on to other 

individuals or organisations that might use it in this way.  Information obtained 

about our residents during the course of your work should not be discussed with 

other residents or publicly with colleagues or others.   

 

2.12 However, in line with SNGs Safeguarding policy and procedure information should 

be referred back to SNG if it will help us assist the residents in their tenancy, or if 

there are any Health and Safety concerns.    

  

Inducement/Gifts 

 
2.13 Any offer or suggestion of inducement to influence ordering of work or payment 

of costs will be interpreted as bribery and corruption and if proved will lead to 

immediate removal of the Contractor from SNG’s Contractor list.  

 

2.14 Both External Contractors and SNG employees are required to comply with the 

SNG Gifts and Hospitality Policy and Anti-Corruption and Bribery Policy. 

 

Private Work 

 

2.15 We recognise that on occasion contractors may be asked to carry out private 

work by our residents. This must be on a completely separate basis with none of 

SNGs involvement or responsibility for payment.  We would also ask you to 

advise us of all cases where you have been asked to carry out work by the 

resident. 

 

mailto:customerspecialisthousing@sng.org.uk
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2.16 Sometimes our approval is required to carry out works to our properties so before 

any work is carried out contractors should check that the relevant approvals have 

been sought – through SNGs Property Permission Request Procedure. 

 

Conflict of Interest 
 

2.18 Contractors and their employees must declare any business or private 

relationship that they have with any employee, board or committee member or 

resident of SNG, regardless of whether they are directly involved in the work that 

the contractor undertakes. 

     

(SNGSNG employees and board members are also required to declare any 

conflicts of interest with contractors or potential contracts annually and as they  

arise)   

 
 

Access 

 
Note: See separate access procedures for servicing contracts e.g. gas  

 

2.19 The contractor shall take all reasonable steps to provide an appointment for a 

resident when arranging access to carry out works in their home.   

 

2.20 For ‘responsive maintenance’ work where priority codes are given SNG will, 

whenever possible advise the contractor of the exact scope of works, the 

residents telephone number or email, dates and times when they’ve indicated 

access will be available as well as any details surrounding the vulnerability of the 

resident, if this is applicable.   

 

2.21 In the case of planned maintenance, refurbishment and other major building 

work, SNG will send notice to the resident of the intended works and the 

appointed contractor. The appointed contractor will follow up the works by 

making contact and reiterating the scope of works and advising on the 

commencement date and their contact details. 

 

2.22 If a delay or broken appointment is unavoidable, the contractor is required to 

contact the resident as soon as possible and where appropriate: 

(a) Apologise 

(b) Explain the reason for delay or failure to undertake the work 

(c) Advise on length of delay or make a new arrangement that is convenient to 

resident 

 

2.23 Work shall be carried out within the industries normal working hours, which 

are 8am until 6pm Monday to Friday, unless subject to SNGs emergency 

and urgent priority codes; otherwise prior approval of SNG and resident will 

be required.  

 Our service hours are Monday to Friday 8am to 6pm. We’ll prioritise 

appointments by recognising the following (in no particular order): 

 the health and safety of residents or members of the public 

 the urgency of the work or nature of the accommodation affected 

 the availability of the resident 
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2.24 SNG also complete work at residents homes between 0900 and 1300 on Saturday 

mornings; if this is more convenient for the resident works can also be completed 

within these times. Please notify the SNG supervisor if you are considering 

proposing Saturday morning work so that this can be approved. (This is by 

agreement with our residents/finding a trade to do O/T – not currently normal 

working hours for our trades). 

 

2.25 Under no circumstances shall the contractor enter an occupied property without 

the approval of the resident or when there is only a minor in the property 

(persons under 18). 

 

2.26 If the execution of work to a SNG property necessitates the disconnection of 

services or interruption of access, sufficient notice must be given so as not to 

cause inconvenience to the resident. 

 

2.27 If the execution of work to a SNG property necessitates access to an adjoining 

private property, the contractor shall obtain the owner’s permission before 

proceeding. The contractor should notify SNG, and provide evidence of approval 

being granted for this by the adjoining property so that it can be recorded on our 

Management Information Systems. 

 

Identification 
 

2.28 All operatives must carry an identification card containing at least 

 Their name 

 Their photograph 

 Name of Contractor for whom they are working 

 

2.29  On attendance at any property where works are due to be carried out, 

 Contractors or Sub-Contractor shall introduce themselves by name and 

 organisation, state clearly, why they have called and show their identification 

 card.  When working externally on SNG sites the contractor must be prepared to 

show their identification if requested.   

 

Dress 
 

2.30 Employees and sub-contractors must present a smart appearance and wear 

uniform clothing where provided.  Dress should be appropriate for the task, be 

clean and give a good impression whilst preventing offence or embarrassment to 

residents.  They should also be wearing the relevant PPE for the task at hand (i.e. 

hard hat, safety shoes etc.) 

 

 

Vehicles 
 

2.31 Contractors must ensure that all vehicles used on company business are licensed, 

insured, kept clean and are in a roadworthy condition and where possible branded 

with the contractors logo and company name.   

 

2.32 Vehicles must also be driven and parked in a courteous manner and in 

accordance the Highway Code.   

 

2.33 Vehicles must not be parked on grassed areas without the permission of a SNG 

Manager.   

 

2.34 SNG will not be responsible for parking offences or any resulting fines.   
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Behaviour 
 

2.35 Any contractor entering one of SNGs tenanted properties must remember that it 

is someone’s home and that they are entitled to the same respect and 

consideration as would any owner occupier.  

 

2.36 For a variety of reasons, people’s home standards vary but regardless of how 

these standards are perceived by the operatives it is essential that the quality of 

work carried out remains high.  

 

2.37 If for some reason, arising from the condition or use of the property or the 

manner of the occupants, the Contractor considers that his operatives cannot 

proceed with the work he must notify SNG immediately and obtain further 

instructions. At this point we operate our Stop Works Procedure (IMS-OPP-015) – 

see 4.8 section for more information 

 

2.38 It is important that operatives are made aware of the restriction in 2.37 because 

if they start and continue to work in unsatisfactory conditions and an incident 

subsequently occurs, it could lead to serious consequences and be difficult to 

resolve. 

 

2.39 During the course of work should an operative encounter a threatening 

/potentially violent situation they should leave site immediately and report to the 

Supervisor/Contract Manager.  Likewise, should the resident feel threatened or 

vulnerable they have the right to ask the operative to leave the property and 

have this request actioned. Contractors are duty bound to report any such 

situations of this type back to the Commercial Contracts Manager and Operational 

Lead at SNG. 

 

2.40 During the course of the works there should be the most minimum amount of 

disturbance and inconvenience caused to the resident and the guidelines below 

should be followed: 

 Be polite, efficient, reliable, and punctual 

 Language and behaviour should always be respectful and appropriate 

 Use footpaths when entering and exiting properties  

 Do not smoke in and around the property  

 Avoid over-familiarity with residents so that professional boundaries are 

not crossed 

 Do not get into arguments with residents, if there is a problem this should 

be referred immediately to the SNG employee managing the works 

 Please keep your opinions about other repair issues to yourself – any 

concerns should be referred to SNG 

 Obtain the residents permission prior to eating or drinking within the 

property 

 Never be under the influence of drink or drugs at work 

 Contractors are expected to use their own tools and equipment and must 

obtain permission before moving or using resident’s personal property 

such as tools, chairs, ladders, tables, etc.   

 Use of residents telephone may only be with the express permission of the 

resident  

 Use generator powered or battery operated power tools when working in 

inhabited properties   

 Obtain the residents permission before using the kitchen or bathroom 

facilities and ensure that they are left clean and tidy after use. 
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Protection of Residents Personal Property 
 

2.41 Contractors must always use clean dustsheets to cover carpets and furniture 

where appropriate. 

 

2.42 In order to access and carry out the works, furniture, fittings, carpets, etc. may 

have to be moved but this should be undertaken by the resident prior to works 

beginning.  Operatives should not be moving resident’s personal property unless 

there are extenuating circumstances which have been approved by SNG, for 

example; the resident is elderly or disabled and unable to move the items 

themselves.       

 

2.43 Contractors must ensure that adequate warning and information notices 

regarding work in progress are provided as required to prevent accidents and 

damage occurring to belongings or persons, e.g. wet paint, uneven floors.   

 

 

Additional Work 

2.45 Contractors should only undertake the work that is described on the work 

instruction sheet or work of a similar nature if it is impossible to do the work 

ordered. If a resident asks for more work to be undertaken, they should be asked 

to contact SNG to organise for another time. 

 

2.46 If the contractor considers that the work required is significantly different from 

the original instruction, the customer should be informed that it is necessary to 

obtain authority to proceed. The contractor should seek this authority from SNG 

and make suitable arrangements with the resident to complete the work. If a 

customer is on the telephone, verbal approval to proceed can be obtained. 

 

 
Materials and Parts 
 

2.47 Where possible all necessary items should be obtained before any works 

commence However, sometimes parts are required for the job that are not readily 

available and require ordering.   

2.48 If the job cannot be completed due to materials not being available, they should 

be  give some indication of the likely timescale for that part being available and 

the resident should be contacted by the contractor later to book the appointment.  

2.49 Contractors should avoid, wherever possible, leaving a job unfinished and, if work 

cannot be completed, this should be made clear to the customer, who should also 

be advised exactly when the operative will be returning. 

 

3  Completion 
 

3.1 The Contractor shall ensure that the resident is given clear information on what 

works have been carried out and how to use and maintain any repaired or newly 

installed items, offering to demonstrate usage where necessary.   The contractor 

should ensure that they are warned about wet paint if applicable, particularly 

when painting has been done in communal areas. Should it not be possible to 

complete the work within the same day, then the contractor shall make the 

necessary arrangements with the resident for its completion and at the end of 

each working day the occupants of the property shall be left with the use of all 

services, i.e., light, heat, power, water, drainage, together with washing and 

cooking facilities. 
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3.2 Ensure that a job is totally complete before informing the resident and SNG that it 

is so because if this is subsequently found not to be the case it causes further 

inconvenience to the resident, extra workload for SNG in respect of site 

inspections and provides poor customer service.   

 

3.3 Inform the resident when the work is completed, clear away all rubbish, unused 

materials and tools and leave the property in a clean, tidy and safe condition. 

 

3.4 Post inspections are carried out by SNG and customer satisfaction surveys are 

undertaken on a percentage of complete jobs, so residents can indicate their 

satisfaction or otherwise in the manner in which a particular job was carried out.  

 

4 Health & Safety 
 

4.1 Contractors working for SNG are aware, and are made aware on individual 

contracts, of their responsibilities under the various statutory legislations 

including CDM.  You must comply with all Health and Safety requirements in 

accordance with SNG’s Health and Safety Policy as well as all current legislation, 

and your own policies and procedures.  

 

4.2 We expect suppliers and contractors to provide all their employees and others 

under their control with appropriate training, instruction, information, PPE, and a 

safe working environment. Any contractor working on behalf of SNG must also 

meet all specific requirements detailed in their contract 

 

4.3 All equipment, including electrical tools, chemicals, ladders and scaffolding, must 

be in good order and used only by competent persons in accordance with the 

relevant safety regulations, manufacturer’s instructions and company procedures.   

 

4.4 The contractor must ensure that the site/building remains safe, secure and where 

necessary adequately weatherproof at all times and must make appropriate 

arrangements for protection of the work, occupants, public and property 

generally. 

 

4.5 When working in occupied properties, the residents need to ensure they create  

safe working environment for their trades (i.e. requesting customer to keep 

people and pets out of the working area) 

 

4.6 Buildings and building sites shall be kept clean, tidy and uncluttered and 

particular care and consideration must be exercised when work is carried out in 

the vicinity of small children and in the homes of elderly or disabled residents in 

respect of tools and materials lying on floors, trailing cables, safe storage of toxic 

substances and the maintenance of acceptable levels of warmth and comfort.   

 

4.7 There must be an open dialogue between the contractor and SNG to discuss and 

share information regarding potential hazards and risks involved with the work. 

The service provider must ensure that all non-minor accidents and near misses 

are reported to SNG immediately. 

 

4.8 The Contractor must comply with the relevant SNG Asbestos Policy and 

procedures when dealing with asbestos and all operatives working on behalf of 

SNG must be trained in asbestos awareness.   

 

4.9 Work must be stopped when any employee or contractor believe that there may 

be an unsafe condition or unsafe action that has the potential to result in harm if 
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work is continued. This may be triggered by a feeling, instinct or hunch. Where a 

situation causes doubt, apply the SLAM technique:  

 Stop whenever you are unsure and ask questions.  

 Look at your situation, task and work environment for hazards and 

immediately report anything you fell is unsafe. 

 Assess the effects hazards present to you and your coworkers and ask do 

you have the knowledge, training and tools to perform the task safely? 

 Manage the environment if you feel unsafe or feel something is not right, 

stop work until you can find a solution to the problem. 

 

Works must only restart once a full resolution is in place and has been agreed 

with the colleague and management. Where a resolution will affect multiple areas 

of the business, this must be notified to the HSE team so that they are able to 

communicate this more widely. 

 

This would also be the case for suspected asbestos containing materials if 

suspected. Stop Works must be operated  

 

4.10 If the contractor notices any defects outside the scope of his work that he 

considers to be a source of danger to the resident, he must notify SNG 

immediately. 


