
Collaborative Working Policy
General Approach to Collaborative Working:

We always work closely with our clients to ensure that the service’s we provide meet and exceed the clients expectations and requirements. We aim to manage the workload within each contract awarded to ensure that each task is performed to contract specification and Clients satisfaction without prejudice to the timely completion of other tasks specified within the contract.
This is accomplished by the following methods:
Prior to each visit, a Work Certificate will be produced and issued to the operative(s) undertaking the work.  The printed work certificate will detail the tasks required in line with the specification agreed with the customer.

The operative(s) will attend site and undertake the works detailed on the Work Certificate and once completed, will obtain a signature from a resident to approve that the work has been done and to a satisfactory standard.  
The operative returns all his/her completed work certificates to the office each week and issues arising are entered into a report for each customer.  Whilst on-site the operatives will note down any issues such as Bulk Rubbish, Health Safety Issues, the requirement for keys to gain access etc and this information will be entered into the clients report each week.

All reports are designed with the client prior to contract inception and monthly ‘Progress Reports’ can be forwarded on a weekly basis to ensure high levels of communication 

Copies of  work certificates will be forwarded each month with the invoice and a report.  
Please see enclosed information titled ‘Work Certificates’

Dealing with complaints:

Any complaints  should be directed to our offices via telephone, email or fax. The complaint will be logged and a plan of action created to resolve the issue.

All of our vehicles have installed GSM satellite tracking systems enabling us to locate the operatives exact whereabouts at any give time.  The Tracking system also provides historical information detailing the time operatives have spent at each site.  This is very helpful in disputes over attendance and any complaints that we receive 
Where possible, complaints will be dealt with on the same day by sending the operatives back to rectify the works not completed to satisfaction.  We aim to resolve all complaints within 3 working days.

To further monitor performance, the complaints log is reviewed internally at our regular management meetings.  This ensures that all complaints are dealt with swiftly and ‘trends’ resolved.

Quality Management

We are proactive in monitoring the quality of the works we carry out.  Contract Supervisors undertake regular Quality Assurance checks across all the sites we service.  QA checks are completed and areas of improvement noted.  A copy of the QA sheet is given to the operative for rectification and re-check carried out after the next visit.

It is the Contracts Supervisors direct responsibility to carry out diligent QA checks but Senior Managers will ‘check the checkers’ to ensure high standards are upheld throughout the workforce.[image: image1.jpg]
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