
 

 

 

 

 

 

 

 

 

SPECIFICATION 
 

For the Provision of  
Mechanical Water Services  

 
 
 
 
 
 
 

 
 
 
  



2 
 

Contents 

Section Title Page No. 
1 Definitions and Interpretations 3 
2 Essential Criteria 3 
3 Core Contract Objectives and Outcomes 3 
4 Wastewater 4 
5 Booster Pumps 6 
6 Grey/Rainwater Harvesting 6 
7 Contract Requirements 7 
8 Basic Requirements 8 
9 Health & Safety 9 

10 Quality Assurance 10 
11 Contract Management 11 
12 Data, Reporting & IT 12 
13 Schedule of Policies & Processes  13 

Appendix 1 Servicing Schedule   
Appendix 2 Schedule of Sites   
Appendix 4 Call Out Priorities   
Appendix 5 Pricing matrix/SORs   
Appendix 6 KPI Handbook  

 

  



3 
 

1) Definitions and Interpretations 
 

a) Contract – means the Contract between the selected bidder and Clarion Housing Group 
b) Clarion – means the Clarion Group including its constituent companies present and future 
c) ITT – means Invitation to Tender 
d) Service Provider - means the contractor  
e) Client – means Clarion Housing Group  

 
2) Essential Criteria 

a) Clarion Housing Group wishes to appoint Service Providers to deliver a programme of 
Servicing to Waste Water systems, Booster Pumps/sets and Grey/Rainwater Harvesting 
systems. The Service Provider shall have the following capabilities and experience: 
i) Experience planning and delivering servicing and maintenance programmes and reactive 

work 
ii) Be capable of producing a detailed and prioritised schedule of works for all servicing and 

remedial actions identified through the servicing programme. 
iii) Experience working with the social housing sector or similar 
iv) Demonstrate a suitable formal quality assurance/control process that is adhered to by 

both directly employed staff and any agreed sub-contractors 
v) Have in place robust management process of all staff and sub-contractors 
vi) Be able to demonstrate compliance with GDPR. 
vii) Have IT systems in place that are able to interface with the Client systems, both current 

and future.  
 
3) Core Contract Objectives and Outcomes 

a) Clarion wishes to appoint two (2) contractors to provide a comprehensive Mechanical Water 
service and maintenance regime of all Clarion stock.  
i) Servicing and maintenance of Wastewater systems, Booster Pumps & Grey/Rainwater 

Harvesting 
ii) Remedial works arising from inspections undertaken 
iii) Responsive maintenance (including Out of Hours) 
iv) Asset record maintenance 

b) Where possible, Clarion will also look to include rates for extra works that fall outside the 
scope of the contract, but where specialist works can be provided by the appointed service 
provider.  

c) Contracts will be awarded for 10 years. Termination may occur prior to expiry in accordance 
with the contract. 

d) Contractors will be invited to tender for any of the Lots.  No contractor will be awarded more 
than one Lot.  In the event that one contractor wins both lots, Clarion will be responsible for 
the strategy that decides which Lot is awarded to whom.   

e) The Service Providers will be expected to deliver all servicing and repairs required in their 
region. The table below shows the lot breakdown; areas covered and the estimated spend 
per lot (including VAT). The spend table does not include spend for OOH emergencies.  
 
  
 
 
 
 
 
 
 

f) In addition to the above, Contractors may be required to provide an emergency cover in 
other regions, on an ad-hoc basis. 

g) Bidding Contractors must be able to demonstrate: 
i) Suitably trained and qualified personnel  

Lots Areas Estimated Annual Spend 
(Including VAT) 

Lot 1: North £700k East 
Lot 2: North London 

£715k South London 
South 
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ii) Experience of working to similar compliance requirements and meeting necessary 
performance standards. 

iii) Experience of (and be able to provide evidence of) carrying out the full range of 
required mechanical water equipment inspections, maintenance and installation works, 
preferably in the Social Housing sector. This must be on a national basis. 

iv) Examples of comparable contract size. 
v) Suitable IT systems to enable interfacing of data. 

h) Duties include but not limited to: 
i) Servicing of all equipment as per the Servicing Schedule (Appendix 1) and the 

Schedule of Sites (Appendix 2) 
ii) Reactive Repairs and Out of Hours: 

7 days a week (core hours 8-8) 24 Hours, 365 days, 7 days a week (inc. Bank Holidays) 
iii) Full system & Part Replacement works as identified and instructed by the Contract 

Surveyor 
iv) Where identified, notify Clarion representative of any risk items 
v) Where required, provide advice and guidance to Clarion  
vi) Attend site meetings to discuss any proposed/quoted works 
vii) Provision of documentation: 

(1) Service Certificates issued within 5 working days of the service. 
(2) Tankering Waste notes to be received no later than 5 working days following the 

visit. 
(3) Repair Job Sheets (including pre & post photographs) issued within 5 working days 

of the call-out/repair. 
(4) Sampling reports within 15 working days of the site visit 
(5) Major work/installation job sheets (including pre & post photographs) to be received 

no ltare than 5 days following the works. 
(6) Documentation in relation to KPIs (Appendix 6) 

 
4) Waste Water 

a) Tankering 
i) This operation forms part of the maintenance cycle. 
ii) Operations outside the specified service agreement are to be agreed in advance 
iii) Routine tankering of waste should ensure the removal of all sludge and/or non-

degradable solids.  Visits are to be spread to meet the needs of the plant and throughout 
the year as scheduled for each plant. 

iv) During the term of the contract each site must have all liquid and solid waste withdrawn 
from the various chambers and tanks to allow for a complete visual inspection.  Reports 
of any notifiable deterioration are to be made to the relevant Contract Surveyor in writing. 

v) When emptying septic tanks, a minimal layer of crust (generally 10%) should be allowed 
to remain for seeding purposes. Do not pressure wash these tanks unless excessive 
build-up of sludge has occurred.   

b) Pumps 
i) Clean and inspect pump for deterioration and wear on impeller.  Check bearings and 

seals for water and report. 
ii) Inspect internal float switches and cables and electrical terminal covers.  Check operation 

of pump and floats and record the running current.  Inspect electrical controls, check 
general condition of all wiring and ensure insulation is intact and terminals are tight. 

iii) Pressure wash pump to clear build-up of deposits and fats etc. 
iv) Inspect flexible pipes and joints for leaks. 
v) Pump out sump (lift pumps only). 

c) Bio Disc   
i) Maintenance 

(1) Switch off electrical supply prior to removing covers.  Remove covers and check 
media packs for security.  Check disc packs visually for colour and build-up of bio 
mass on media.  Excessive growth or grey coating indicates overload of the bio mass.  
Notify Property Services Manager if this condition exists. 
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(2) Check level of oil in oil bath and top up or grease chain as appropriate.  Check 
lubricant in gear box and top up with recommended grade lubricant.  (Gear box oil 
type Texaco Meropa 260 or equivalent).  Adjust chain tension (maximum 10mm 
deflection under normal finger pressure).  

(3) Check chain, wheel and pinion for wear and report.  Check grub screws in chain 
pinion for tightness and tighten if necessary. 

(4) Check general condition of all wiring to ensure insulation is intact and terminals tight.  
Oil hinges and locks on door/lid using WD40 or similar spray on lubricant/inhibitor. 

(5) Check and replace all Greasomatic cartridges (2 No. type 6L) and activate in 
accordance with manufacturer’s instructions. 

ii) De-sludge 
(1) Remove any sludge scum from surface and ensure inlet and outlets pipes are cleared.  

De-sludge primary and secondary zones of tank to remove all heavy sludge. Pressure 
wash all contaminated surfaces exposed. 

(2) De-sludge humus tank and clean down contaminated surfaces as before. 
(3) Note: Ensure water levels are maintained within one metre of each other. 

d) Older Style Filters 
i) Ensure inlet and outlet pip pipes are clear, de-sludge primary settlement tank (and 

secondary tank if appropriate) to remove all heavy sludge.  De-sludge Humus tank. 
ii) Ensure fluid flow to tipping tray enables tipping mechanism to operate effectively.  Ensure 

distribution system is free from silt and debris and distributes liquid evenly over filter.  
Ensure tipping tray bump stops are in serviceable condition. 

iii) Ensure rotating distribution arms are clear of blockages and debris and free to rotate.  
Ensure oil filled Greasomatic is operative and that moving parts are adequately 
lubricated. 

iv) Check and replace Greasomatic cartridges to tipper trays (2 no. Type 6L) and activate in 
accordance with manufacturer’s instructions. 

e) Cess Pools 
Pump out completely all sludge and liquid to leave tank/tanks empty. 

f) Tanks 
Pump out to remove sludge and liquor, retaining crust. 

g) Sampling, Testing and Reporting 
i) There are a number of locations where the Environment Agency has granted the right to 

discharge treated effluent. 
ii) The current standard for treated effluent discharge is stated on the licences.  This 

standard shall also be the minimum standard for treated effluent at all remaining plants 
and any other plants that may come on stream during the period of the contract. 

iii) Should the Environment Agency at any time during the Contract alter this standard, then 
this shall be deemed as the new standard at all remaining plants at no extra cost to the 
client. 

iv) The Service Provider will be required to take no less than 4 samples each year, of the 
final effluent from treatment plants and take them to an approved laboratory for testing to 
ensure that the quality of the effluent complied with the Environment Agency standard.  
The report received from the laboratory must be submitted to the Contract Surveyor. 

v) In the event of plants failing to meet these standards, the Service Provider at his own 
expense shall submit a report within 5 working days following publication of the results 
stating reasons for the failure and: 
(1) Where the maximum value is likely to be exceeded the Service Provider must request 

approval to undertake the necessary corrective and remedial action to rectify the 
performance. 

(2) where the maximum value of work is not exceeded the Service Provider is required 
to confirm any actions taken 

vi) The Service Provider is responsible for the Maintenance of the sewage treatment 
equipment and for ensuring the resulting quality of treatment within his control.  If, due to 
the Service Provider’s negligence, the quality of final effluent from any Sewage Treatment 
Plant fails to meet the requirements of any licence appropriate action will be taken. 
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h) Grounds Maintenance 

i) It should be noted that some plant and pumping stations sites require maintenance of 
roads, pathways, fencing, gates and grounds. Any requirements for grounds 
maintenance will be deemed to be in the contract. 

ii) The general specification for grounds maintenance is as follows: 
iii) The Service Provider shall allow for clearing and carting away any rubbish which 

accumulates on the treatment plants sites.  Covers will be kept free of vegetation. 
iv) Grass areas are to be cut to 50mm in both April and October by rotary rower or strimmer 

and arising are to be immediately removed from site. 
v) Maintenance of roads, paths and hard surfaces – at each site visit roads and access 

paths must be maintained and the Service Provider shall also allow for keeping the 
access to the treatment plants free from weeds, scrub, and in a generally tidy and 
unobstructed condition.   

vi) Plant areas and access routes are to be kept free of weeds using approved methods 
(mechanical and chemical) 

vii) Made up roads are to be maintained by CHG Please report any problems. 
viii) Fencing and gates – the Service Provider shall ensure that site security is maintained by 

ensuring that all fencing, gates, hinges and locks are maintained in good working order. 
ix) Site signage is to be cleaned annually using a neutral detergent and wiped clean. 

i) Cleaning of sites 
i) Exposed surfaces must be free of hazardous waste and cleaned down as appropriate at 

each visit.  The Service Provider is to provide a supply of clean water for pressure 
washing equipment as appropriate to remove any build-up of debris/sludge.  Pump 
houses and control panels must be clean and free from hazardous waste. 

ii) Inspect the outfall to water course (where applicable); visually check for water course 
contamination from the works at appropriate scheduled visit. 

iii) Wash down and pump out sampling/inspection chamber where fitted.  Clear all plant 
grown around the outfall yearly. 

 
5) Booster Pumps 

a) Check Mains incoming Power Supply is healthy.  
b) Check site control panel for damage / water ingress, etc.  
c) Visually inspect all panel internals for loose connections  
d) Check overloads.  
e) Check field cabling & earthling (General safety checks)  
f) Check junction boxes, are they correctly rated?  
g) Check power to Pumps / Sensors / Level control.  
h) Check the pressure head at closed valve and maximum flow.  
i) Check for correct operation of the pumps and signs of impellor wear/damage.  
j) Inspect Non-Return Valves for blockages and clean if required.  
k) Check pressure of Expansion Vessel and correct as required.  
l) Check the Break Tank is clean and free from excess debris/silt.  
m) Clean any filters that may be connected to suction/discharge lines.  
n) Carry out water sampling for potability & temperature (If required)  
 

6) Grey/Rainwater Systems 
a) Check Mains incoming Power Supply healthy.  
b) Check site control panel for damage / water ingress, etc.  
c) Visually inspect all panel internals for loose connections  
d) Check overloads  
e) Check field cabling & earthing (General safety checks)  
f) Check junction boxes, are they correctly rated?  
g) Check System operation  
h) Check for Blockages and Correct operating water level  
i) Clear filter of any blockages due to debris build up  
j) Remove duty pump, check impellors and clean  
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k) Inspect impeller for wear / blockages  
l) Check power to pumps / sensors / level control  
m) Check condition of manhole covers and frames  
n) General wash down and jetting of system  

 
7) Contract Requirements 

a) General 
i) All activities undertaken must be compliant with the requirements of current legislation, 

licenses, good practice and manufacturers recommendations / requirements and that the 
works are executed to the reasonable satisfaction of the Client Administrator (CA). 

ii) In the case of doubt or contradiction, the Service Provider must ensure that service tasks 
and frequencies meet any recommendations available from equipment manufacturers 
relevant to the specific item of plant and the nature of its usage on site. 

iii) It should also be noted that some sites require specific non plant maintenance tasks to 
be undertaken, including grounds maintenance and security equipment (gates etc.) care.   

iv) During the first visit to each site, the Service Provider must 
-  1) Provide a logbook and complete all information required within 
-   2) Tag the location of plant e.g., what3words and confirm access requirements 
-   3)  Collect all asset data relevant to the asset, including but not limited to make, model and 

serial number/s of the asset, capacity of tank, size of pump and associated components etc.  
-   4)Provide an estimated remaining life of the asset and associated components on a RAG 

basis.   
(a) Red = replacement required within 1 year 
(b) Amber = replacement required 2- 5 years 
(c) Green = replacement required 5 years + 

v) Servicing works are to be undertaken in accordance with the Service Schedules and 
manufacturers recommendations.  (See Service Schedules - Appendix 1). These 
identify the locations, frequencies and details of the works to be undertaken at each site. 

vi) The Service Provider should note that Service Schedules may be subject to variation 
through the addition, replacement or removal of plant. 

vii) Task frequencies and service intervals are reviewed.  Any proposed or necessary 
variations are to be advised to the Contract Surveyor for approval in writing. 

viii) Where reference is made in any standards or manufacturers requirements to specific 
products in respect of any work to be performed or materials to be used, the Service 
Provider may, where an equivalent service or product is available, submit the names of 
alternative products to the Contract Surveyor for consideration.  No claim from the Service 
Provider will be entertained should permission for the use of alternatives be withheld. 

ix) Prior to commencing work outside normal working hours (8am to 8pm), with the exception 
of emergencies, the Service Provider should obtain written approval (email) from the 
Contract Surveyor.  A senior surveyor will be on call outside of normal working hours. 

x) The Service Provider shall provide a suitably qualified and competent person in charge 
of the works to co-ordinate and supervise all works personnel and activity. 

b) Orders and Payments 
i) Orders will be raised at the start of the Contract and will last until the end of the Financial 

Year. 
ii) One order per year, per asset area will be raised for Servicing.  A separate order will be 

raised per year, per asset area for Repairs.   
iii) Monthly applications will be required.  These applications must be split into two clear 

components per asset area, as follows: 
(1) Planned works element.  This element of the application must demonstrate the 

activities planned for completion each month as part of an annual plan of work and 
the works actually completed.   

(2) Unplanned works or additional works.  This element of the application must be 
supported with detailed costs and client approvals obtained prior to commencement 
of the works. 
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(3) Where work is to be undertaken that is considered chargeable over and above the 
Service Standard; 
(a) Except in the case of an emergency where non function or poor function 

represents an actual or imminent loss of service to households and / or hazard, 
approval is to be sought from the Contract Surveyor prior to undertaking any work 
that falls outside of the normal Service Standard. 

(b) Operatives signed time sheets showing in detail time spent on the works together 
with the list of the materials and plant used, should be delivered to the Client 
Administrator (CA) not later than the end of the week following that in which the 
work was executed. 

iv) Any additional works will require approval in advance from the Contract Surveyor. 
v) Interim payments will not be made; the Service Provider will be entitled to be paid on 

application for completed works only. 
c) Access 

i) Access arrangements are to be in accordance with the Clarion Access Process - See 
Schedule of Policies & Processes).  (This process is subject to change.) 

ii) All access arrangements are to be agreed with any and all parties affected by the works 
on a site-by-site basis. 

iii) Gates, doors, coverings, manhole covers, grates and any other form of security or safety 
equipment are maintained in position or appropriately guarded to ensure safety and 
security are maintained at all times. 

d) Response Times 
i) Responsive works are undertaken as follows (detail provided in Appendix 4 – Call Out 

Priorities); 
(1) Emergency (daytime or Out of Hours) = Within 4 Hours to make safe: No water to 

block; raw sewage overflowing 
(a) Where there is no water to the block(s) and a first-time fix cannot be achieved 

within the timescale the contract surveyor must be contacted immediately by 
phone then followed up in an email. If this is during OOH this should go to the 
Clarion OOH contractor.  

(2) Urgent = within 72 Hours: Low water pressure; slow wastewater drainage 
(3) Routine = Within 28 days: Warning light 

ii) To support delivery of this challenging target, it is recommended that the Service Provider 
arranges to hold replacement parts in stock directly or within their supply chain for use as 
‘exchange components’ this enabling a quick repair on site. 

iii) Planned improvement timescales will be agreed at the point of order or request, but 
generally these will not be less than one week or more than four weeks. 
 

8) Basic Requirements 
a) Living Wage 

It is important to Clarion that it can have a positive benefit on the communities in which it works. As 
part of this we expect all workers who provide services to us under this contract are paid, as a 
minimum, the living wage appropriate for the area of the country the contract is based in.   

b) Right to Work 
All legal requirements in regards to the government’s legislation around right to work in the UK 
must be met as standard for this service provision. 

c) KPIs 
KPI’s will be agreed with the successful contractors and may include turnaround times, reporting, 
complaints handling and invoicing. 

 
d) Management Information  

Along with the performance standards above, Clarion will work with the contractor/s to agree other 
management information integral to the success of the contract such as but not limited to:  
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• Invoicing frequency  
• Response timescales  
• Communication expectations  
• Evidence of works 

 
e) Resident Communication 

Upon receipt of job details as well as contact information, Clarion Housing Group would expect the 
contractors to liaise directly with the residents when organising any servicing, callout or repairs work. 
On site the contractors would also be expected to deal with any queries the resident may have on 
the works as well as advising the residents of any prohibited areas during these works.  

The Contractor will take account of cultural and other diverse issues and where identified that 
Tenants do not have English as their first language will be able to provide correspondence as 
appropriate.  

The Contractor shall when delivering the Works or dealing with the concerns of the vulnerable, 
elderly and infirm and where necessary will for identification and assurance purposes agree a unique 
and secure password that will be used for communicating with Tenants in order to gain access to 
the relevant properties or private areas such as gardens etc.  

The Contractor shall when delivering the Works use company branded vehicles, wear company 
branded uniform and company ID badges, which must be worn at all times. 

 
f) Working Hours 

Unless otherwise agreed, routine site visits should be undertaken by contractors between the hours 
of 8.00am and 8.00pm, Monday to Friday.  All services shall be undertaken and completed with due 
regard to the nature of the work.  

In emergencies, calls may be made to service provider outside of normal working hours.  An out of 
hour’s emergency contact should be provided and attendance made where possible. 

The Contractor will adhere to the Employer’s Access/No Access Policy - See Schedule of 
Policies & Processes).  This process may be tailored to suit the contract work stream as 
appropriate. 

 
9) Health & Safety 
 

a) The Service Provider will demonstrate appropriate health and safety competence to carry 
out works in line with current Health & Safety legislation and with particular attention to the 
requirements of: 

• The Health & Safety at Work Act 1974 
• Management of Health & Safety at Work Regulations 1999 
• Construction (Design and Management) regulations 2015 

 
b) The Service Provider will be asked to evidence accreditations and qualifications, and 

demonstrate an understanding of risk assessments, safe systems and working practice 
providing evidence as required. The full requirements to be covered by means of Clarions 
H&S contractor appraisal in addition to any additional competency questions that the H&S 
team deem necessary. The contractor will need to successfully pass the Clarion H&S 
appraisal prior to any contract award.  
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c) Contractors are subject to H&S review at periods of no less than 18 months to ensure 

continued compliance with required standards. As part of contract management procedures 
periodic reviews for certification will be required and recorded in contract management 
minutes as appropriate. 

 
d) Clarion has a duty under Sections 2 and 3 of the Health and Safety at Work Act 1974 to 

ensure the health, safety and welfare of their employees and any persons who visit their 
premises or may be affected by work done on their premises. The Service Provider will 
assist in this and ensure standards are always maintained by having suitable arrangements 
in place to: 

• Carry out activities in accordance with all applicable health & safety legislation. 
• Protect the health, safety and welfare of all employees and others who may be 

affected by their activities. 
• Identify the measures needed to eliminate hazards, or if not possible to do so, to 

reduce and control the risks associated within the environment and required works. 
• Promote awareness of health and safety within the workforce through training and 

communication and demonstrating management commitment. 
• Strive to achieve ‘best practice’ standards on all work activities and to exceed the 

minimum standard required by law. 
• Aspire for satisfactory completion of the works with zero significant accidents/ 

incidents and near misses (involving employees, residents, or member of the public) 
through proactive identification and management of associated risks. 

 
e) The Service Provider must inform the Contract Surveyor of any reasonably foreseeable risk 

at a works location that could result in harm or loss to any person, or damage to the 
environment. 
 

f) The Service Provider is responsible for ensuring the safety of any adjacent property 
including access over adjoining land, during the carrying out of the maintenance operation.  

 
g) The Service Provider must ensure that work at any location does not significantly affect the 

security of individual sites. 
 

h) The Service Provider must inform the Contract Surveyor of any hazard he may find at any of 
the sites and make safe where possible, including making appropriate observations and 
recommendations by email (with read receipt) within 24 hours. 

 
i) The Service Provider must record, investigate, and report accidents, incidents and near 

misses in line with the requirements of the Reporting of Injuries, Diseases and Dangerous 
Occurrences Regulations 2013 (RIDDOR) in addition to contract management 
requirements relating to incidents that have occurred on a Clarion site. 

 
10) Quality Assurance 

a) The Service Provider should have a Quality Assurance process that reviews 100% of the 
servicing reports before being issued to the Client.  

b) The Service Provider shall provide details of their Quality Assurance offer in their proposal 
c) The Quality Assurance shall be undertaken by directly employed, suitably qualified 

personnel.  
d) Any changes to the Quality Assurance shall be agreed with the client e.g. during leave 

periods 
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e) The quality assurance manager shall report on the issues found and addressed, to be   
considered at a monthly contract meeting. 

f) The Service Provider shall report to the Client any Quality Control issues identified that 
undermine the integrity of any data previously provided. 

 
11) Contract Management 

a) The Service Provider shall provide the client with names of the following persons: 
i) Contract Manager who will be the central liaison point. This person should have clear 

accountability for all matters for all service issues relating to the provision of the contract. 
ii) Director who will be the escalation point for any issues that are unable to be resolved by 

the Account Manager. 
iii) Quality Assurance Manager who is has overall responsibility for quality control. 

b) The Service Provider shall attend monthly contract meetings and provide a written report for 
the meeting at least 5 days in advance. This includes but is not limited to the following items: 
i) Any Quality Assurance issues 
ii) Data exceptions report identifying any discrepancies, errors or inaccuracies in the data. 
iii) Summary of Access issues 
iv) Key Performance Indicators 
v) Health and Safety Incidents 
vi) Payments and Invoicing 

c) The Monthly Contract Meeting shall be attended by: 
i) Client Contract Surveyor 
ii) Client: Operations Manager (if deemed necessary) 
iii) Client: Senior Operations Manager (if deemed necessary) 
iv) Service Provider: Contract Manager 
v) Service Provider: Quality Control Manager 
vi) Service Provider: Director (if deemed necessary by the Client) 

d) The Service Provider shall work proactively with the client and the other Service Providers to 
improve the quality and consistency of service delivered. 

e) The Service Provider shall provide a comprehensive Work in Progress (WIP) report on a 
weekly basis. It should be noted that this report is subject to modification, and if any changes 
are necessary, they shall be deliberated upon and mutually agreed upon by both the service 
provider and the client. The WIP report should encompass a variety of items, covering an 
extensive range of aspects. While not limited to, these items might include: 
i)       Property ID 
ii)       Property address 
iii)       Property postcode 
iv)       Nature of visit (service, out of hours, emergency, urgent etc) 
v)       Date instructed to attend (call out, out of hours, emergency, urgent) 
vi)       Time instructed to attend (call out, out of hours, emergency, urgent) 
vii)       Date attended 
viii)      Time arrived 
ix)       Time finished 
x)       Works completed confirmation 
xi)       Further works required/remedial findings 
xii)       Works quoted 
xiii)      Works authorised 
xiv) Date follow on works completed 
xv)      Time follow on works completed 
xvi) Emergency work completed within KPI (4 Hours) 
xvii) Urgent work completed within KPI (72 hours) 
xviii) Routine work completed within KPI (28 days) 
xix) First time fix confirmation  
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12) Data, Reporting & IT 
Clarion intends to use its own Asset Management system to store all Booster, Waste, Grey 

 water and Rain Water information and supporting documents generated by the work on 
these contracts.   
 

a) Data Provision 
The successful Contractor will be required to develop the interfaces and data exchange in line with 
the requirements of the client, and shall ensure all information supplied to the client is fully compatible 
in format and structure.   It is anticipated that the Contractor will be able to import this data 
automatically (without human intervention) on a daily basis. An audit of the accuracy of the data on 
the Contractor’s systems will form part of the ongoing Contract management.   
If the Service Provider identifies any discrepancies, errors or inaccuracies in the stock data provided 
by the Client the Service Provider shall report these back to the Client within 24 hours of 
identification.  
The Service Provider will need to supply the client with access to their management system, portal 
and database for day to day access if required. The service provider’s systems should be capable 
of integrating with the clients and allow the client to export the required data as set out in the contract.  
The service provider must supply their protocol and plans for business continuity, disaster recovery 
and contingency back up facilities that must be demonstrable, robust and frequently tested. These 
should be supplied at the annual anniversary of the contract start date.  
 All costs for the IT provision and integration are deemed to be included in the costs submitted. 
 

b) File Formats 
The specific format and design of any files being exchanged will be agreed with the Contractor before 
the Contractor commences the Works. The following general comments can be made:  
(i)  All file formats will be open and/or be industry standard. We do not want information which 
requires non-standard proprietary software to open.  
(ii)  Example formats are below:  
  
Information Type                                                                                File Format  
For electronic certificates or invoices                                                   PDF  
For data files intended for automatic processing                                 CSV (Text) or XML  
(e.g. job completion records, call histories, etc)   
For management reports containing data                                            XLS (Microsoft Excel 97-2003)  
For photographs                                                                                  JPEG  
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13) Schedule of Policies & Processes 

  
All of the documentation listed and all of the other Employer’s Policies and 
procedures are subject to regular reviews in consultation with the Contractor.   
 
Appendix A Complaints Policy (Interim)  
  
Appendix B Compensation Policy   
  
Appendix C Access for Contractors Policy   
  
Appendix D Access for Contractors Process  
  
Appendix E Access for Contractors Process- Communal   
  
Appendix F Health and Safety Policy Statement   
  
Appendix G Asbestos Management Policy  
  
Appendix H    Safeguarding Policy   
  
Appendix I Speak up Policy/Whistleblowing Policy   
  
Appendix J   Code of Conduct Policy   
  
Appendix K Group Health & Safety Policy 
 
Appendix L    Transforming Lives and Communities  
  
Appendix M Clarion Apprenticeships Policy  
 

             Appendix N    Water Off Process  
 

             Appendix O    Mechanical Water – Sewage Treatment Plants & Sewerage     
                                     Pumping Stations - SOI 
 

Appendix P   Mechanical Water – Boosted Mains Policy - SOI 
 

  
  
 

 
 
 


