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A guide for trades and contractors

The aim of this standard is to provide our trade colleagues and
contractors with some guidance and expectations. It's a set of
professional standards that sit alongside our :

o Property Services Contractors Code of Conduct (IMS-SS-016)
o Code of Conduct ( for Employees)

These standards are underpinned by our values to make sure we
deliver consistent customer service.

Our values

Connect
We build relationships, with each other, our customers and partners. We're in
this together.

Deliver
We do what we say, and more. We're a trusted partner.

Invent
We’re curious and brave, taking risks in pursuit of being better — for each other,
our customers, our homes and communities, and the environment.

Own
We own everything we do, putting the customer first, every time. If it's the right

thing to do, we do it.

Property Services’ vision is
‘to be our customers’
most trusted service

provider’

We recognise that delivering
a high quality maintenance
and repair service is a
priority for our residents
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First impressions count

we'll....

« arrive ontime

« wear clean uniform and keep our vans clean and tidy
e park our vehicles considerately

« introduce ourselves, say why we’re there and show ID
o greet the tenant by surname........ and smile

It's all about preparation

« always make an appointment and won’t turn up unannounced

« have the right tools and materials to do the job

« ask the tenant what the problem is and where it is

« let the tenant know what we’re doing, in what rooms and how long it will take
« check that the area is safe to work in and free from pets and children

« explain that an adult (18 and over) must be there throughout the work

« let any neighbours know if work is likely to impact them
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Do it right, do it well and aim to do it first time

We'll....

carry out all work professionally

keep disruption to a minimum and make sure services are back on at the end of the day

keep homes and communal areas secure at all times, and not prop doors open

let the tenant know if we need to leave to collect materials, and when we’ll be back

complete the job in one visit, where we can

treat tenants, their families and visitors as we’d like to be treated

Be considerate and respectful

respect customers’ belongings including furniture and carpets - and gardens

Trades to wear shoe/boot covers when entering a tenant’s home

ask permission to use the tenant’s water, toilet and electricity, and use bat-

tery tools where we can

avoid leaving materials at the tenant’'s home without asking first

avoid smoking in or near tenants’ homes
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Finish the job properly

We'll....

. explain what we've done, check the tenant is happy with it and leave
instructions

. leave the tenant’s home clean, tidy and take away all rubbish and
waste

. crr:eck with the tenant if there’s anything else we can do while we're
there

. report back any other defects or problems we might come across

Communication is key

o keep the tenant updated regularly and as necessary
« explain if we aren't able to finish a job, and rearrange an appointment to come back
« report any concerns about the tenant and their home through the correct channels

Work with tenants

We'll ask the tenant to....

. make sure they keep their appointment or let us know well in advance if it needs changing
. clear the areas where we’ll be working and give us easy access to them

. make sure children and pets don’t obstruct us while we're working

« make sure an adult’s there throughout the work
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