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1. Introduction 
 

1.1. This document specifies the Services that the Contractor shall make available 
to the Client (the ‘Scope’). References to ‘Services’ or ‘services’ shall be 
deemed to mean the service and references to ‘Contract’ shall be deemed to 
mean the contract, and any references to delivery or delivering or provision of 
or providing the Services or services or the service shall be deemed to refer to 
how the Contractor ‘Provides the Service’; and references to ‘Service Period’ 
shall be deemed to mean ‘service period’; and references to ‘Starting Date’ shall 
be deemed to mean ‘starting date’; and references to ‘Service Manager’ shall 
be deemed to mean the ‘Service Manager’; and references to ‘Price List’ shall 
be deemed to mean ‘Price List’; and ‘Project Works’ means ‘Works’ and/or ‘Task 
Order’ works for the purposes of the NEC4 conditions of contract. 
 

1.2. This Scope describes the requirements for Facilities Management Services 
(Hard and Soft) that are to be provided within the terms of the contract. 
 

1.3. All Services as stated within the Scope and all Equipment, Consumables, Tools, 
Access Equipment, Platforms and Ancillary items required to undertake the 
Service shall be at the Contractor’s cost unless stated otherwise. 
 

1.4. All management as stated within the Scope, including (but not limited to) 
Procurement, Energy, Environmental, Health and Safety, Furniture 
Procurement and Move Management, Project Management, Security 
Management, Scheduled and Reactive Maintenance shall be at the Contractor’s 
cost unless stated otherwise. 

 
 

 

 

 

 

 

 

 

 

2. Aims and Objectives 
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2.1. The Services to be provided by the Contractor in accordance with the 
requirements of this Scope support the Scottish Government’s National 
Performance Framework and National Outcomes which articulate the 
Government's Purpose ‘To focus on creating a more successful country with 
opportunities for all of Scotland to flourish through increased wellbeing, and 
sustainable and inclusive economic growth’. 
https://nationalperformance.gov.scot/ 
 

2.2. The Contractor shall aim to deliver the Services in accordance with the 
requirements of the Client’s sustainability policies and obligations, including the 
Sustainable Procurement Duty to improve the economic, social and 
environmental wellbeing of the authority’s area, reducing inequality, facilitate 
the involvement of SMEs, third sector bodies and supported businesses and 
promoting innovation. 

2.3. This is reflected in the Scottish Government’s policies and strategies, including 
those focusing on best industry practice, environmental management and 
inclusive growth. All relevant policies and strategies can be found on the 
Scottish Governments own website. 
https://www.gov.scot/ 
 

2.4. The Contractor shall be required, in a relevant and proportionate way, to: 
 

2.4.1.  Demonstrate the application and implementation of leading industry 
practices within internal and customer-facing processes, fully 
participating in continuous improvement and other initiatives to ensure 
the long-term success of the contractual relationship. 
 

2.4.2.  Minimise the environmental impacts of services provided and optimise 
the efficiency of the Affected Properties. 
 

2.4.3.  Contribute in a meaningful way to the transition to a more sustainable 
estate and a Circular Economy. 
 

2.4.4.  Capture opportunities for innovative services and solutions. 
 

2.4.5.  Provide relevant opportunities for community benefits, including 2.4.6. 
 

2.4.6.  Provide relevant opportunities for the involvement of Small Medium 
Enterprises (SMEs), third sector organisations and supported 
businesses in delivery of this contract. 
 

2.4.7.  Provide assurance regarding Fair Work practices for the workforce used 
in the delivery of this Contract together with prevention of discrimination 
and promotion of equality of opportunity. 
 

https://nationalperformance.gov.scot/
https://www.gov.scot/
https://www.gov.scot/publications/making-things-last-circular-economy-strategy-scotland/
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2.4.8.  Provide assurance regarding respect for human rights, working 
conditions and prevention of human trafficking and Modern Slavery in 
the supply chain. 

 
2.4.9. Provide assurance regarding the safety and security of services 

delivered. 
 

2.4.10. Provide assurance regarding health and safety and health and wellbeing 
of users of the Services and the workforce involved in delivery of the 
Services. 

 
2.4.11. The Contractor is expected to contribute to economic, environmental 

and social well-being through delivery of relevant measures in delivery 
of the Contract which are capable of being objectively monitored and 
reported. 
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3. Management and Administration 

3.1. Contract Integration  

 
3.1.1. The Contractor shall provide an Integrated Facilities Management 

Service, ensuring a continuous and coordinated delivery. Collaboration 
with the Client’s subcontractors and specialist providers must always be 
maintained. 
 

3.1.2. The Contractor shall take advantage of synergies between the different 
Services and the benefits that integration brings and shall report this 
back to the Client as part of the formal monthly contract reviews. 
 

3.1.3. The Contractor shall be aware that Services shall be delivered across 
all Affected Properties. Refer to the Data Pack Matrix for further detail. 
 

3.1.4. The Contractor shall work collaboratively with the Client to promote 
excellence and innovation and enhance the reputation of the Client 
across key internal and external stakeholders. 
 

3.1.5. The Contractor shall: 
 

3.1.5.1. where appropriate and with agreement with the Client, focus on 
cross/multi-skilling of their staff to allow for efficiencies when 
delivering the required Services;   

3.1.5.2. share more efficient ways of working with the Client that shall 
ensure better working practices in delivering the Services; 

3.1.5.3. work collaboratively with the Client in identifying value for money 
opportunities in relation to delivering the Services; and 

3.1.5.4. provide the Client proof and validity in terms of assessing value 
for money throughout the whole range of Services provided. 

 
3.1.6. The Contractor shall deploy their staff to deliver the required Services in 

the most efficient, cost-effective and serviceable manner and in 
compliance with equality legislation. 
 

3.1.7. The Contractor shall work collaboratively with the Client when 
establishing their Operational Delivery Plan and shall focus on the use 
of technology, data and analytics to develop, maintain and improve the 
workplace experience and value-for-money for the Client, for example: 
 
• use of intelligent software to monitor working conditions e.g. 

lighting levels, office temperatures and environmental aspects; 
• use of intelligent systems to aid the delivery of smarter cleaning, 

energy usage and maintenance solutions; 
• use of new technology, to include CCTV, movement sensors, 

drones and robotic solutions; and 
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• monitor space utilisation and its impact on Service delivery. 
 

3.1.8. The Contractor shall ensure that all opportunities identified while 
delivering the contracted Services that have the potential to improve 
performance, economic and social value are presented to the Client for 
consideration. 
 

3.1.9. The Contractor shall ensure that the innovations agreed with the Client 
are: 
 

3.1.9.1. captured within the Service Delivery Plan (SDP), as defined in 
Section 3.5; 

3.1.9.2. recorded within the Contractor's Computer Aided Facilities 
Management (CAFM) system; and 

3.1.9.3. reported to the Client as part of the agreed contract reporting 
regime. 
 

3.2. Compliance with the Law 
 

3.2.1. In providing the Services and otherwise when performing the Contract, 
the Contractor must comply in all respects with: 
 

3.2.1.1. all applicable law; 
3.2.1.2. any applicable requirements of regulatory bodies; and  
3.2.1.3. Good Industry practice 

 

3.3. Performance Monitoring 

  
3.3.1. The Contractor shall utilise and maintain a Management Information 

System (MIS) to record and analyse all performance data of each aspect 
of the Scope. It shall be capable of reporting performance against 
defined performance requirements. 
 

3.3.2. The Contractor is required to undertake a self-monitoring performance 
regime that is to be agreed with the Client. This shall be inclusive of all 
Services delivered by third party Contractors and partners. 
 

3.3.3. Within the self-monitoring performance regime, the Contractor is 
required to: 
 

3.3.3.1. operate procedures and systems to record information in support 
of performance monitoring and to enable regular robust 
performance reporting; 
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3.3.3.2. monitor the performance of the Services via a programme of 
internal and external audits and inspections and trend analysis of 
recorded data in the CAFM System and produce monthly 
performance reports for the Client; and 

3.3.3.3. the MIS system, utilised by the Contractor, shall always be 
capable of monitoring performance of Services, notwithstanding 
any changes in work practices, technology and agreed 
performance standards. 
 

3.3.4. The Contractor shall be responsible for maintaining the MIS software 
and systems and shall ensure they use the latest software releases to 
maximise the benefits of new technology. 
 

3.3.5. The Contractor shall work with the Client and support their internal 
management processes. The Contractor’s self-monitoring regime shall 
recognise these processes and capture feedback from Client audits and 
inspections, to include independent audits scheduled by the Client. 
 

3.3.6. The Contractor should include monitoring in relation to equality.  The 
Client may specify they should take action to increase diversity of their 
staff that must then be evidenced in order to identify the impact any 
action is having. 
 

3.3.7. The Contractor shall be responsible for taking appropriate action to 
deliver agreed outcomes to identified issues and failures.  This must be 
undertaken in a planned and clear way to avoid duplication of effort and 
encourage effective control. 
 

3.3.8. It is the Client’s intention to utilise a Workflow Contract Management 
Software system to assist in the management and governance of day-
to-day processes.  This shall allow for efficient communication flow and 
apply the fundamental principles of Contract Management in a wide 
range of contexts.  It should be accredited to ISO 27001 standards.  This 
shall be implemented during the mobilisation phase of the contract. 
 

3.4. Performance Standards (PS) and Key Performance Indicators (KPIs) 

 
3.4.1. The Contractor shall at all times, in relation to the Appendix A 

‘Performance Standards’ provide the outcomes to meet or exceed the 
key performance measure for each Key Performance Indicator (KPI). 

 
3.4.2. The Contractor shall send monthly Performance Monitoring Reports to 

the Client (detailing the level of Service performance that is actually 
achieved for each KPI) in accordance with the provisions of Appendix B 
‘Incentive Schedule & Key Performance Indicators’. 
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3.4.3. The Contractor and Client shall, during the Mobilisation Phase of the 
contract, work collaboratively to agree the Performance Standards that 
shall be measured, the associated KPI Performance Measures and their 
associated weightings. 
 

3.4.4. The Client, on giving the Contractor at least three months’ notice may 
not more than twice in each Contract Year, change the weighting of the 
KPI Performance Measure in respect of one or more KPIs. This exercise 
shall be carried out in a collaborative manner with the expectation of no 
additional charges to the client. 
 

3.4.5. The Contractor should refer to Appendix A ‘Performance Standards’ and 
Appendix B ‘Incentive Schedule & Key Performance Indicators’ for full 
details of the KPI process and associated Performance Measures. 

 

3.5. Service Delivery Plan (SDP)  

 
3.5.1. During the Mobilisation Phase, the Contractor shall prepare a Service 

Delivery Plan (SDP) that shows how they shall satisfy the Client’s 
requirements.  The SDP shall describe how the Contractor shall go 
about providing the required Services. The Data Pack Matrix contains 
details of the requirements for each Affected Property.  As a minimum 
the SDP shall contain: 
 
• services objectives; 
• approach and methodology - asset management method 

statement for meeting the Client’s requirements, including 
treatment of any lifecycle, forward maintenance planning and 
associated costings; 

• variation procedures and additional work requests; 
• change control procedures; 
• operational structure including resource proposals; 
• planned maintenance and asset lifecycle replacement schedule 

and delivery methodology; 
• Quality policy/statement; 
• list and appraisal on third party Contractors/partners; 
• KPI certification; 
• procurement of Services; 
• Planned Preventative Maintenance ("PPM") methodology/SFG20 

methodology and adherence; 
• asset management system details; 
• Building Management Systems (BMS); 
• routine maintenance; 
• formulation of the PPM programme, showing all tasks planned 3 

months in advance; 
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• maintenance management, recording and reporting; 
• critical spares management; 
• inspections undertaken (and proposed); 
• conservation; 
• environmental and social sustainability; 
• maintenance and renewal; 
• management arrangements; 
• complaints management policy and processes (including 

complaints such as discrimination, harassment, victimisation or 
other unlawful conduct as a result of people having protected 
characteristics, and bullying); 

• operational liaison; 
• Reactive Maintenance Service; and 
• Reactive Vandalism Maintenance Service. 

 

3.6. Quality Approach 
 

3.6.1. The Contractor shall have in place ISO 9001 Quality Management 
accreditation, or equivalent, which shall be maintained throughout the 
Service Period. The Contractor’s Quality Management Plan shall include 
a proposed methodology for delivering Continuous Improvement. 
 

3.6.2. The Contractor shall be responsible for undertaking an annual review of 
their quality management system with the Client to ensure compliance 
with ISO 9001, or equivalent, to ensure the management systems 
continue to be suitable, adequate and effective. 
 

3.7. Continuous Improvement and Innovation 

 
3.7.1. The Contractor shall, throughout the Service Period, identify new or 

potential improvements to the delivery of Services with a view to 
reducing the Client’s costs (including the Charges) and/or improving the 
quality and efficiency of the Services and their provision to the Client. 
 

3.7.2. The Contractor shall identify changes in the discipline of Facilities 
Management and recommend to the Client any efficiency measures so 
that the Client and Contractor can plan on how to exploit or mitigate 
these changes, securing the most positive outcome for the Client. This 
means systematically monitoring a wide range of information sources 
and indicators, with the intent of identifying patterns and ‘weak signals’ 
of coming disruptions that could have a severe or a transforming impact 
on the Government estate.  This ‘horizon-scanning’ approach is the way 
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the Client organises work, its social interactions, its travel habits and 
communication channels. 
 

3.7.3. The Contractor shall produce at the start of each Contract Year a 
Continuous Improvement Plan (CIP) for the Client's approval. The plan 
shall offer improvement to the provision of Services and/or reduce the 
Charges (without adversely affecting the performance of the Contract) 
during that Contract Year.  The CIP shall include, as a minimum, 
proposals in respect of the following: 
 

3.7.3.1. identifying the emergence of relevant new and evolving 
technologies; 

3.7.3.2. changes in business processes of the Contractor or the Client and 
ways of working that would provide cost savings and/or enhanced 
benefits to the Client such as methods of interaction, supply chain 
efficiencies and reduction in energy consumption; 

3.7.3.3. new or potential improvements to the provision of the Services 
including the quality, responsiveness, procedures, benchmarking 
methods, likely performance mechanisms and Buyer support 
Services in relation to the Services; 

3.7.3.4. measuring, reducing and continually improving the sustainability 
impacts of the Contractor's operations and supply-chains 
pertaining to the Services and identifying opportunities to assist 
the Client in meeting their sustainability objectives; 

3.7.3.5. where opportunities arise, tie into the future strategic direction of 
various business areas i.e. analyse condition survey findings and 
provide local insight into what improvements can be made; and 

3.7.3.6. accessibility of the estate and its services.  
 

3.7.4. The initial CIP for the first Contract Year shall be submitted by the 
Contractor to the Client for approval within six months following the 
starting date. 
 

3.7.5. The Client shall notify the Contractor of its approval or rejection of the 
proposed CIP or any updates to it within 20 (twenty) Working Days of 
receipt.  If it is rejected then the Contractor shall, within 10 (ten) Working 
Days of receipt of notice of rejection, submit a revised CIP reflecting the 
changes required.  Once approved, it shall constitute the CIP for the 
purposes of this Contract and shall be subject to annual update and 
resubmission. 
 

3.7.6. The Contractor shall provide sufficient information with each suggested 
improvement to enable a decision on whether to implement it. The 
Contractor shall provide any further information as requested. 

 
3.7.7. Once the first CIP has been approved in accordance with the above, the 

Client shall issue the Contractor with a formal instruction to cover the 
changes in the CIP. 
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3.7.8. Once the formal instruction has been received, the Contractor shall 

implement any agreed deliverables in accordance with the CIP. 
 

3.7.9. The Client and Contractor shall agree to meet as soon as reasonably 
possible following the start of each quarter (or as otherwise agreed 
between the Parties) to review the Contractor's progress against the 
CIP. 
 

3.7.10. All costs relating to the compilation or updating of the CIP and the costs 
arising from any improvement made pursuant to it and the costs of 
implementing any improvement, shall have no effect on and are to be 
included in the Charges except with the agreement of the Client. 
 

3.7.11. Should the Contractor's costs in providing the Services to the Client be 
reduced because of any changes implemented, all of the cost savings 
shall be disclosed to the Client and shall be subject to a reduction in the 
associated Charges for the Deliverables via a Compensation Event.  
This clause is subject to clause 4.4 of the Form of Agreement. 

 

3.8. Staff and Training 

 
3.8.1. The Contractor must develop and maintain appropriate management 

and staffing levels for the supply of the Services as documented in the 
SDP within the FM Service Standards. 
 

3.8.2. The Contractor shall develop and maintain appropriate working 
practices, policies, procedures and methods to ensure that the Services 
are supplied in accordance with FM Service Standards. 

 
3.8.3. The Contractor shall be responsible for: 

 
3.8.3.1. ensuring a change management plan is in place that shall be 

developed and agreed with the Client at the Contract Mobilisation 
Phase. The plan must consider any key personnel expected to 
deliver the contract requirements from day one; and 

3.8.3.2. ensuring that they have processes in place to attract, recruit and 
retain appropriately skilled and experienced staff for the duration 
of the Service Period.  

 
3.8.4. All Contractor Staff engaged in the work must possess the relevant 

skills, professional qualifications and accreditations to undertake the 
works. These are detailed in the ‘Job Specifications’ in the Data Pack. 
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3.8.5. A skills gap analysis exercise shall be undertaken during Contract 
Mobilisation and continue thereafter annually to ensure the highest level 
of skills are retained. 
 

3.8.6. Services provided must be delivered by staff who have basic skills in line 
with the government initiative outlined in the cabinet office, ‘Joint 
Statement on Access to Skills, Trade Unions and Advice Government 
Contracting’. 
 

3.8.7. The Contractor shall ensure that all Contractor Staff employed on the 
Contract receive appropriate training to ensure the successful and safe 
delivery of the Services; these shall include the SDP, quality 
management plan, diversity and inclusion, the health and safety (safe 
system of work) plan and sustainability plan.  The training shall be 
programmed such that it includes induction, refresher and awareness 
training. 
 

3.8.8. Where staff are required to hold professional qualifications and 
competencies then these shall be reviewed quarterly as part of the 
contract monitoring as well as under Continual Professional 
Development (CPD) associated with their profession. Failure to provide 
staff that hold the relevant qualification could result in the staff member 
being replaced. 
 

3.8.9. The Contractor shall maintain appropriate staff records and training 
information for all Contractor systems for all Staff. The Contractor shall 
also maintain records of any training provided to the Client’s Staff. 
 

3.8.10. The Contractor shall be responsible for the provision of training and 
refresher training to Client Staff including: 

 
• use of CAFM and associated IT systems; 
• business processes (Contractor’s) as appropriate; 
• Health and Safety; 
• environmental management, as appropriate; 
• use of testing emergency systems; and  
• site induction training for all Contractor systems. 

 
3.8.11. The Contractor shall ensure that all Contractor Staff provide evidence of 

their right to work in the United Kingdom in line with the Immigration, 
Asylum and Nationality Act 2006. The cost of obtaining any such 
evidence shall be the responsibility of the Contractor. 
 
https://www.gov.uk/government/publications/government-baseline-
personnel-security-standard 
 
 

https://www.gov.uk/government/publications/government-baseline-personnel-security-standard
https://www.gov.uk/government/publications/government-baseline-personnel-security-standard
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3.8.12. Any Contractor Staff who are employed in areas where they may have 
contact with children or vulnerable adults must be in receipt of an 
enhanced level disclosure or barring check in accordance with current 
legislation and guidance.  If this is not possible then they must be 
accompanied by a Client’s representative who does have the credentials 
e.g. Victoria Quay nursery. 
 

3.8.13. The Contractor shall ensure that all staff clearances fully meet the 
requirements of the Client’s Security policies.  Any Contractor Staff who 
have not received the clearance required by the Client, and who are 
required to be at the Affected Properties must be accompanied and 
supervised at all times by an individual who has the appropriate level of 
clearance and at the cost of the Contractor.  
 

3.8.14. The Contractor shall provide a building induction programme for all Staff 
and for any relevant Client Staff and participate in any relevant Client 
induction programme. 
 

3.8.15. The Contractor shall investigate all complaints made against any 
individual member of its Staff.  In doing so, the Contractor must be able 
to identify any complaint of discrimination, harassment, victimisation or 
other unlawful conduct as a result of people having protected 
characteristics. 
 

3.8.16. The Contractor shall take appropriate action to resolve the complaint 
and mitigate future reoccurrence as well as including the complaint and 
action taken in the monthly performance reports. 
 

3.8.17. Contractor Personnel shall be suitably presented and wearing all 
required uniforms and/or appropriate work wear at all times. The 
Contractor shall be responsible for the provision of all equipment, work 
wear, uniforms and PPE for their personnel for use on the Contract. 
 

3.8.18.  The Contractor shall take a positive approach to workforce-related 
matters as part of a fair and equitable employment and reward package, 
details of which are set out in Section 6. 
 

3.9. Selection and Management of Subcontractors 
 

3.9.1. The Contractor is required to actively manage and monitor all aspects 
of Subcontractor involvement in the Contract to ensure all Services 
provided reflect the overall Contract requirements.  Key aspects of this 
management role include the Services set out below: 
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3.9.1.1. protecting the Client's agreed contractual position and ensuring 
that the agreed allocation of risk is maintained and that value for 
money is achieved; 

3.9.1.2. ensuring that all Subcontractors operate a Safe System of Work 
and that all activities at the Affected Property are delivered in 
compliance with the Contractor’s Health & Safety policy statement 
and SDP; 

3.9.1.3. performance monitoring against agreed KPIs; 
3.9.1.4. benchmarking and market testing of Services against the 

provision from other Service providers by means of an agreed 
assessment method; 

3.9.1.5. problem solving and dispute (prevention and) resolution where 
issues exist; 

3.9.1.6. auditing and inspecting the Subcontractors' work, ensuring that 
they comply with the contractual requirements on quality, 
environmental, social and legislative requirements; 

3.9.1.7. help the Client achieve its equality objectives and obligations by 
paying particular attention to opportunities to promote equality – 
equality of opportunity and fostering good relations; 

3.9.1.8. establish and maintain appropriate records and information 
management systems to record and manage the performance of 
the Subcontractors; 

3.9.1.9. receiving, checking and authorising invoices for payment for 
additional Services; 

3.9.1.10. formally close-down projects to the Client’s satisfaction; and 
3.9.1.11. monitoring Subcontractors' approach to rectifying Defects;  

 
3.9.2. The Client and Contractor shall both, within reason have the opportunity 

to add further measurable items to this list. Such requests shall be 
provided within an agreed timeframe before the production of any 
reporting deadlines. 
 

3.9.3. Contractors shall adhere to the Scottish Government Fair Payment 
Scheme. 
 

3.9.4. All Subcontractors shall demonstrate a commitment to fair work 
practices as detailed in Section 6.  
 

3.9.5. In respect of all Project and Construction works, the Main Contractors 
Discount (MCD) should never exceed 2.5%. 
 

3.9.6. There should be no MCD for any Facilities Management works carried 
out (this shall be subject to KPI management). 
 

3.9.7. Where the Contractor enters into a sub-contract, the Contractor must 
ensure that a provision is included which: 
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3.9.7.1. requires payment to be made of all sums due by the Contractor 
to the Subcontractor within a specified period not exceeding 30 
days from the receipt of a valid invoice as defined by the sub-
contract requirements and subject to any permitted retention in 
respect of Project Works until expiry of the applicable Defects 
Correction Period and provides that, where the Client has made 
payment to the Contractor in respect of Services and the 
Subcontractor’s invoice relates to such Services then, to that 
extent, the invoice must be treated as valid and, provided the 
Contractor is not exercising a right of retention or set-off in respect 
of a breach of contract by the Subcontractor or in respect of a sum 
otherwise due by the Subcontractor to the Contractor, payment 
must be made to the Subcontractor without deduction; 

3.9.7.2. notifies the Subcontractor that the sub-contract forms part of a 
larger contract for the benefit of the Client and that should the 
Subcontractor have any difficulty in securing the timely payment 
of a valid and overdue invoice, that matter may be brought to the 
attention of the Client by the Subcontractor. 
 

3.9.8. In accordance with SPPN 01/2016 , the Contractor shall also include in 
every sub-contract a right for the Contractor to terminate that sub-
contract if the relevant Subcontractor fails to comply in the performance 
of its contract with legal obligations in the fields of environmental, social 
or employment law or if any of the termination events (involving 
substantial modification of the Contract, contract award despite the 
existence of exclusion grounds or a serious infringement of EU legal 
obligations). In this clause, ‘sub-contract’ means a contract between two 
or more Contractors, at any stage of remoteness from the Client in a 
sub-contracting chain, made wholly or substantially for the purpose of 
performing (or contributing to the performance of) the whole or any part 
of this Contract. 
 

3.9.9. Where requested by the Client, copies of any sub-contract must be sent 
by the Contractor to the Client as soon as reasonably practicable. 
 

3.9.10. Where the Contractor proposes to enter into a sub-contract it must follow 
a procedure leading to the selection of the Subcontractor which ensures 
reasonable competition following principles of equal treatment, non-
discrimination and transparency and which ensures that such procedure 
is accessible by small and medium enterprises. 

 

3.10. Property Information Mapping Service ("ePIMS") 

 
3.10.1. The Client is required to maintain accurate records relating to their 

Estate on the ePIMS electronic database.  Each of the Affected 
Properties has a unique reference number and the Client shall require 

https://www.gov.scot/publications/procurement-policy-note-12016-update-on-procurement-reform/
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the Contractor to maintain up-to-date, accurate metrics including cost 
and performance data on its behalf.  
 

3.11. Small and Medium Sized Enterprises (SMEs), the third sector and 
supported businesses 

 

3.11.1. To lever maximum business benefit to as wide a catchment as is 
practicable, the terms of the Contract are intended to optimise 
opportunities for SMEs, the third sector and supported businesses 
involvement (via sub-contract opportunities). 
 

3.11.2. It shall be entirely for the Contractor to determine the formation of their 
supply chain in line with the requirements of Schedule 3, specifically 
whether works packages shall be carried out by in-house resources or 
Subcontractors. 
 

3.11.3. The Contractor is required to consider the relevant use of supported 
businesses organisations in the delivery of Contract requirements. 
Supported business’ primary aim is the social and professional 
integration of disabled or disadvantaged persons and at least 30 per 
cent of the employees of those businesses should be disabled or 
disadvantaged. 

 
3.11.4. The Contractor shall be required to report any involvement of supported 

businesses in the delivery of Contract requirements. 
 

3.11.5. Information on social enterprises and supported businesses is available 
from: 
https://p4p.org.uk/ready-for-business-register/ 
 

3.12. Prompt Payment in the Supply Chain 
 

3.12.1. The Scottish Government's prompt payment policy requires that the 
Contractor' invoices not in dispute are paid within the terms of the 
relevant contract. The Client aims to pay 100% of invoices, including 
disputed invoices once the dispute has been settled, on time in these 
terms. 
 

3.12.2. As part of its plan for supporting economic recovery in Scotland, the then 
First Minister announced on 9 October 2008 that the Scottish 
Government would aspire to a 10 (ten) Working Days target for paying 
bills to businesses in Scotland. This aspiration is above and beyond our 
contractual commitment to pay the Contractor within 30 days. Paying 
the Contractors’ invoices within 10 (ten) Working Days is seen as a key 

https://p4p.org.uk/ready-for-business-register/
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objective, and an important expression of the Scottish Government's 
commitment to supporting business.  

 
3.12.3. To lever maximum business benefit to as wide a catchment as is 

practicable, (and to ensure liquidity down the supply chain), under the 
terms of the Contract, the Contractor shall be expected to aspire to pay 
their Subcontractors within 10 days, but beyond standard contractual 
commitment to pay the Contractor within 30 days, on the production of 
a valid and timely invoice. The Contractor shall monitor and report on 
prompt payments within the supply chain covered by this FM contract 
on a regular basis i.e. monthly as part of their Management Information 
arrangements and or Key Performance Indicators. 
 

3.13. Contractor’s Equipment  
 

3.13.1. The Contractor must provide all Equipment necessary to perform any 
required activities on the Affected Properties or otherwise necessary for 
the provision of Services. 
 

3.13.2. The Contractor must not, without the Client’s approval: 
 

3.13.2.1. bring Equipment onto the Affected Properties; or 
3.13.2.2. leave Equipment on the Affected Properties 

 
3.13.3. Any Equipment brought onto the Affected Properties: 

 
3.13.3.1. remains the property of the Contractor; and 
3.13.3.2. is at the Contractor’s own risk and the Client has no liability for 

any loss of or damage to the Equipment unless the Contractor 
can demonstrate that such loss or damage was caused or 
contributed to by the Client’s Default. 
 

3.13.4. The Contractor must keep all Equipment brought onto the Affected 
Properties in a safe, serviceable and clean condition.  The Client may at 
any time require the Contractor to remove from the Affected Properties 
any Equipment which in the opinion of the Client acting reasonably is 
either hazardous, noxious or not in accordance with the Contract and 
substitute proper and suitable Equipment at the Contractor’s expense 
as soon as reasonably practicable. 
 

3.13.5. On completion of any required activities on the Affected Properties or at 
the end of a Working Day (as appropriate), the Contractor must at its 
own expense: 

 
3.13.5.1. remove all Equipment; and 
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3.13.5.2. leave the Affected Properties in a clean, safe and tidy condition, 
clearing away all rubbish arising out of the Contractor’s activities. 

3.13.6. The Contractor is solely responsible for making good any damage to the 
Affected Properties or any objects contained therein, other than wear 
and tear, which is caused by the Contractor. 

 

3.14. Client’s Protected Information 
 

3.14.1. The Contractor must: 
 

3.14.1.1. treat all Client’s Protected Information as confidential and 
safeguard it accordingly, implementing appropriate technical and 
organisational measures to protect Client’s Protected Information 
against disclosure;  

3.14.1.2. only use the Client’s Protected Information for the purposes of 
performing its obligations under the Contract; 

3.14.1.3. only disclose the Client’s Protected Information to such 
Contractor Representatives that are directly involved in the 
performance of the Contract and need to know the information; 
and 

3.14.1.4. not disclose any Client’s Protected Information without the prior 
written consent of the Client. 
 

3.14.2. The Contractor must immediately notify the Client of any breach of 
security concerning the Client’s Protected Information.  The Contractor 
must fully co-operate with the Client in any investigation that the Client 
considers necessary to undertake because of any such breach of 
security. 
 

3.14.3. The aforementioned does not apply to the extent that: 
  

3.14.3.1. disclosure is required by law or by order of any competent court 
or tribunal;  

3.14.3.2. information is in the possession of the Contractor without 
restriction as to its disclosure prior to its disclosure by the Client;  

3.14.3.3. information is obtained from a third party (who lawfully acquired 
it) without restriction as to its disclosure;  

3.14.3.4. information is already in the public domain at the time of 
disclosure otherwise than by a breach of the Contract; or 

3.14.3.5. information is independently developed without access to the 
Client’s Protected Information subject to GDPR and Data 
Protection Laws. 
 

3.14.4. Breach of the aforementioned clauses or the Official Secrets Acts 1911 
to 1989 by the Contractor and Subcontractors, is a material breach of 
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Contract and entitles the Client to terminate the Contract in accordance 
with clause Z15 of the conditions of Contract. 
 

3.15. Contractor’s Sensitive Information 
 

3.15.1. The Client must: 
 

3.15.1.1. treat all Contractor Sensitive Information as confidential and 
safeguard it accordingly; and 

3.15.1.2. not disclose any Contractor Sensitive Information to any other 
person without the prior written consent of the Contractor. 
 

3.15.2. The aforementioned does not apply to the extent that: 
 

3.15.2.1. disclosure is required by law or by order of any competent court 
or tribunal;  

3.15.2.2. information is in the possession of the Client without restriction as 
to its disclosure prior to its disclosure by the Contractor;  

3.15.2.3. information is obtained from a third party (who lawfully acquired 
it) without restriction as to its disclosure;  

3.15.2.4. information is already in the public domain at the time of 
disclosure otherwise than by a breach of the Contract;  

3.15.2.5. information is independently developed without access to the 
Contractor Sensitive Information; or 

3.15.2.6. where permitted under clause 4 of the conditions of Contract. 
 

3.15.3. Nothing in this Contract prevents the Client from disclosing any 
Contractor Sensitive Information or any other information concerning the 
Contractor or the Contract:  
 

3.15.3.1. pursuant to a Request for Information concerning the information 
(Transparency and Freedom of Information); 

3.15.3.2. in accordance with the Client’s publication scheme (within the 
meaning of section 23 of FOISA) as reviewed from time to time; 

3.15.3.3. in accordance with the requirements of Part 3 of the Public 
Services Reform (Scotland) Act 2010; 

3.15.3.4. in accordance with any future policies of the Client concerning the 
routine disclosure of Government information in the interests of 
transparency; 

3.15.3.5. to any Consultant, Contractor or other person engaged by the 
Client, for example to conduct a gateway review;  

3.15.3.6. in response to a Parliamentary Question from a Member of the 
Scottish Parliament, a member of the United Kingdom Parliament, 
or any other department, office or agency of Her Majesty’s 
Government in Scotland or the United Kingdom, and their 
servants or agents, and when disclosing such information to 
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either the Scottish Parliament or the United Kingdom Parliament 
it is recognised and agreed by both parties that the Client shall if 
the Client sees fit disclose such information but is unable to 
impose any restrictions upon the information that the Client 
provides to Members of the Scottish Parliament or Members of 
the United Kingdom Parliament;  

3.15.3.7. in response to any inquiry of the European Commission 
concerning the Contract; or 

3.15.3.8. for the purpose of any examination by any auditors of the Client 
(including Audit Scotland, the Auditor General for Scotland and 
the Scottish Parliament) of the economy, efficiency and 
effectiveness with which the Client has used its resources. 
 

3.15.4. The Contractor consents to the publication of the Contract by the Client, 
subject to such redactions as the Client may decide to make.  The Client 
may consult with the Contractor to inform its decisions concerning 
redaction (for example to exclude any Contractor Sensitive Information) 
but any decisions taken by the Client are final and conclusive. 
 

3.16. Personal Information/Data Protection 

 
3.16.1. The Contractor acknowledges that Personal Data described in the 

scope of Schedule 9 (Data Protection) may be processed in connection 
with the performance of this contract. For the purposes of any such 
processing, the Contractor acts as the Processor and the Client acts as 
the Controller. 
 

3.16.2. Both Parties agree to negotiate in good faith any such amendments to 
this Contract that may be required to ensure that both Parties meet all 
their obligations under Data Protection Laws. The provisions of this 
clause are without prejudice to any obligations and duties imposed 
directly on the Contractor under Data Protection Laws and the 
Contractor hereby agrees to comply with those obligations and duties. 

 
3.16.3. The Contractor shall, in conjunction with the Client and in its own right 

and in respect of its performance of the contract, take all necessary 
steps to ensure it is and shall be compliant with Data Protection Laws. 

 
3.16.4. The Contractor shall provide the Client with the contact details of its data 

protection officer or other designated individual with responsibility for 
data protection and privacy to act as the point of contact for the purpose 
of observing its obligations under the Data Protection Laws. 

 
3.16.5. The Contractor must: 
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3.16.5.1. agree and comply with the terms of the data processing 
provisions set out in Schedule 9 (Data Protection); 
 

3.16.5.2. Process Personal Data only as necessary in accordance with 
obligations under the contract and any written instructions given 
by the Client (which may be specific or of a general nature), 
including with regard to transfers of Personal Data outside the UK 
or the European Economic Area unless required to do so by UK, 
European Union or EU Member state law  to which the Contractor 
is subject; in which case the Contractor must, unless prohibited 
by that law, inform the Client of that legal requirement before 
Processing the Personal Data only to the extent, and in such 
manner as is necessary for the performance of the Contractor’s 
obligations under this contract or as is required by that law; 

3.16.5.3. subject to  clause 3.16.5.1, only Process or otherwise transfer any 
Personal Data in or to any country outside the UK or the European 
Economic Area with the Client’s prior written consent; 

3.16.5.4. take all reasonable steps to ensure the reliability and integrity of 
any Contractor Representatives who have access to the Personal 
Data and ensure that the Contractor Representatives: 

• are aware of and comply with the Contractor’s duties under this 
clause 3.16; 

• are subject to appropriate confidentiality undertakings with the 
Contractor or the relevant subcontractor; 

• are informed of the confidential nature of the Personal Data and 
do not publish, disclose or divulge any of the Personal Data to any 
third party unless directed in writing to do so by the Client or as 
otherwise permitted by this contract; and 

• have undergone adequate training in the use, care, protection and 
handling of Personal Data; and 
 

3.16.5.5. implement appropriate technical and organisational measures 
including those in accordance with Article 32 of the GDPR to 
protect Personal Data against unauthorised or unlawful 
Processing and against accidental loss, destruction, damage, 
alteration or disclosure, such measures being appropriate to the 
harm which might result from any unauthorised or unlawful 
Processing, accidental loss, destruction or damage to the 
Personal Data and having regard to the nature of the Personal 
Data which is to be protected. 
 

3.16.6. The Contractor shall not engage a subcontractor to carry out Processing 
in connection with the contract without prior specific or general written 
authorisation from the Client. In the case of general written 
authorisation, the Contractor must inform the Client of any intended 
changes concerning the addition or replacement of any Subcontractor 
and give the Client an opportunity to object to such changes. 
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3.16.7. If the Contractor engages a subcontractor for carrying out processing 

activities on behalf of the Client, the Contractor must ensure that same 
data protection obligations as set out in this contract are imposed on the 
subcontractor by way of a written and legally binding contract, in 
particular providing sufficient guarantees to implement appropriate 
technical and organisational measures. The Contractor shall remain fully 
liable to the Client for the performance of its Subcontractors. 

 
3.16.8. The Contractor must provide to the Client reasonable assistance 

including by such technical and organisational measures as may be 
appropriate in complying with Articles 12-23 of the GDPR. 

 
3.16.9. The Contractor must notify the Client if it: 

 
3.16.9.1. receives a request pursuant to Article 15 of the GDPR (or a 

purported request); 
3.16.9.2. receives a request to rectify, block or erase any Personal Data; 
3.16.9.3. receives any other request, complaint or communication relating 

to either Party's obligations under the Data Protection Laws; 
3.16.9.4. receives any communication from a Supervisory Authority or any 

other regulatory authority in connection with Personal Data 
Processed under this contract; or 

3.16.9.5. receives a request from any third party for disclosure of Personal 
Data where compliance with such request is required or purported 
to be required by law or regulatory order; and  

3.16.9.6. such notification must take place as soon as is possible but in any 
event within 3 (three) Working Days of receipt of the request or 
other communication, or any other period as agreed in writing with 
the Client from time to time. 
 

3.16.10. Taking into account the nature of the Processing and the information 
available, the Contractor must assist the Client in complying with the 
Client’s obligations concerning the security of Personal Data, reporting 
requirements for Personal Data Breaches, data protection impact 
assessments and prior consultations in accordance with Articles 32 to 
36 of the GDPR. These obligations include: 
 

3.16.10.1. ensuring an appropriate level of protection through technical and 
organisational measures that take into account the circumstances 
and purposes of the Processing as well as the projected 
probability and severity of a possible infringement of the law as a 
result of security vulnerabilities and that enable an immediate 
detection of relevant infringement events; 
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3.16.10.2. notifying a Personal Data Breach to the Client without undue 
delay and in any event no later than 24 hours after becoming 
aware of a Personal Data Breach; 

3.16.10.3. assisting the Client with communication of a Personal Data 
Breach to a Data Subject;    

3.16.10.4. supporting the Client with preparation of a data protection impact 
assessment; and 

3.16.10.5. supporting the Client regarding prior consultation of a Supervisory 
Authority 
 

3.16.11. At the end of the provision of services relating to Processing the 
Contractor must, on written instruction of the Client, delete or return to 
the Client all Personal Data and delete existing copies unless UK, EU or 
EU Member State law requires storage of the Personal Data.   

3.16.12. The Contractor must: 
 

3.16.12.1. provide such information as is necessary to enable the Client to 
satisfy itself of the  Contractor’s compliance with this clause 3.16; 

3.16.12.2. allow the Client, its employees, auditors, authorised agents or 
advisers reasonable access to any relevant Affected Properties, 
during normal working hours, to inspect the procedures, 
measures and records referred to in this clause 3.16 and 
contribute as is reasonable to those audits and inspections; and 

3.16.12.3. inform the Client immediately, if in its opinion, an instruction from 
the Client infringes any obligation under Data Protection Laws. 
 

3.16.13. The Contractor must maintain written records including in electronic 
form, of all Processing activities carried out in performance of the 
contract or otherwise on behalf of the Client containing the information 
set out in Article 30(2) of the GDPR. 
 

3.16.14. If requested, the Contractor must make such records referred to in 
clause 3.16.13 available to the Supervisory Authority on request and co-
operate with the Supervisory Authority in the performance of its tasks. 

 
3.16.15. Parties acknowledge that the inspecting party shall use reasonable 

endeavours to carry out any audit or inspection under clause 3.16.12.2 
with minimum disruption to the Contractor’s day-to-day business. 

 
3.16.16. To comply with section 31(3) of the Public Services Reform (Scotland) 

Act 2010, the Client publishes an annual statement of all payments over 
£25,000. In addition, in line with openness and transparency, the 
Scottish Government publishes a monthly report of all payments over 
£25,000. The Contractor should note that where a payment is made in 
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excess of £25,000 there shall be disclosure (in the form of the name of 
the payee, the date of the payment, the subject matter and the amount 
of payment) in the both the monthly report and the annual Public 
Services Reform (Scotland) Act 2010 statement. 

 

3.17. Business Continuity Plan (BCP) 
 

3.17.1. The Contractor is to provide professional advice in relation to Business 
Continuity Planning (BCP).  This shall be either practical or in the form 
of reports. 
 

3.17.2. At the start of each Contract Year, the Contractor shall create and 
implement a Client Estate Specific BCP.  The Plan shall ensure 
continuous Service delivery in the event of critical plant or building 
failures to the Affected Properties, fabric or utilities and all other types of 
critical incidents and events associated with BCP management and 
provision of Service. 
 

3.17.3. The Contractor shall support the Client’s BCP by offering practical 
advice on issues such as the safe evacuation of the Affected Properties 
during an emergency, the operation of emergency systems (such as 
standby power generation etc.).  The Contractor shall ensure that all 
Contractor staff are aware of the protocols to be used in case of an 
emergency, and shall participate fully in the compilation, planning, 
testing and implementation of the Client’s Emergency Management 
procedures including evacuation drills and shall report on the events of 
each and any incident.  The Contractor may be asked to take the role of 
the Incident Controller in the event of an emergency evacuation of the 
Affected Properties or in any lesser incident.  The Contractor shall be 
proactive in identifying areas of potential risk or proposing any changes 
to the operation of emergency procedures and reporting these to the 
Client. 
 

3.17.4. The Contractor shall support the Client in managing the implementation 
of the BCP.  This plan shall include but not be limited to: 
 
• responses to all potential emergencies; 
• liaison with Client’s staff for evacuations, fire drills and security 

emergencies; 
• actions and execution of contingency plans for each of the 

Affected Properties; and 
• compliance with legal requirements. 
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3.18. Risk Management 
 

3.18.1. Working with the Client, the Contractor shall construct a Risk Register 
detailing the risks for each Affected Properties Serviced by the Contract.  
The Risk Registers shall be completed during the first Contract Year and 
updated and reviewed quarterly each Contract Year between both 
parties for the duration of the Service Period. 
 

3.19. Adjustments to Services 

 
3.19.1. The Contractor shall provide technical advice on Works/Services/tasks 

that may be necessary to improve Services at the Affected Properties 
for those who require adjustments or have particular needs. Any 
decision made by the Client to proceed with any improvement project 
e.g. Accessibility Audit recommendations shall be treated by the 
Contractor as an element of forward planning.  Technical advice shall 
include, studies, reports, recommendations as required and provided 
both from their in-house Specialists, or Subcontractors/Consultants who 
may be commissioned by the Contractor to undertake this role. 
 

3.19.2. The Contractor shall proactively identify improvements to increase 
accessibility and support the Client’s duty to anticipate reasonable 
adjustments.  During the undertaking of any construction work, the 
Contractor shall comply with BSI 830015 in relation to accessible 
building construction. 

 

3.20. Documentation Operating & Maintenance (O&M) Manuals 
 

3.20.1. For any significant system alteration or Project Work, the Contractor 
shall update, where applicable any existing O&M manuals or supply a 
new manual for a complete installation. 
 

3.20.2. Copies of existing O&M manuals shall be retained by the Client either at 
the Property concerned (hard copy) and at a centralised location (via the 
CAFM system). 
 

3.20.3. Any new O&M manual shall provide a comprehensive fact file of the 
building and project installation, and shall include but not be limited to: 

 
• project/system description and operation; 
• Health and Safety file information; 
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• contact details and manufacturers project literature; 
• commissioning and certification; and 
• as-fitted drawings. 

 

3.21. Client’s Equipment 
 

3.21.1. Where the Client issues Client Equipment to the Contractor, the Client’s 
Equipment remains at all times the property of the Client. 
 

3.21.2. The Contractor undertakes the safe custody of the Clients Equipment 
and to that end must: 
 

3.21.2.1. keep the Client’s Equipment in good order and condition 
(excluding wear and tear); 

3.21.2.2. comply with any particular security requirements communicated 
to the Client in relation to the Client’s Equipment; 

3.21.2.3. use any Client Equipment solely in connection with the Contract 
and for no other purpose; and 

3.21.2.4. store the Client’s Equipment separately and ensure that it is 
clearly identifiable as belonging to the Client. 
 

3.21.3. The Client’s Equipment shall be deemed to be in good order and 
condition when received by the Contractor unless the Contractor notifies 
the Client otherwise within 5 (five) Working Days of receipt. 
 

3.21.4. The Contractor must not: 
 

3.21.4.1. modify or replace the Client’s Equipment; 
3.21.4.2. use the Client’s Equipment as security for a loan or other 

obligation; 
3.21.4.3. sell, or attempt to sell or part with possession of the Client’s 

Equipment; or 
3.21.4.4. allow anyone to obtain a lien over, or right to retain, the Client’s 

Equipment. 
 

3.21.5. The Contractor licences the Client to enter any premises of the 
Contractor during normal working hours on reasonable notice to recover 
any Client Equipment. 
 

3.21.6. The Contractor undertakes the due return of the Client’s Equipment and 
as such is liable for all loss of, or damage to, the Client’s Equipment 
(excluding wear and tear), unless such loss or damage was caused or 
contributed to by the Client’s Default.  The Contractor must notify the 
Client promptly and, in any event within 2 (two) Working Days, upon 
becoming aware of any Defects appearing in or losses or damage 
occurring to the Client’s Equipment. 
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3.22. Property Logbooks 
 

3.22.1. The Contractor is required to provide and keep updated a site logbook 
for each property (see Data Pack ‘Building Logbook’).  The Client 
requires access to site logbooks either electronically or a hard copy held 
at each site.  The logbook shall detail the following, but not be limited to: 
 
• Pre-Planned Maintenance programme; 
• Contractor worksheets; 
• Certificates for Compliance; 
• Evidence of work carried out and results; 
• Sign in/out records; 
• Permits to Work; 
• Health and Safety Arrangements; 
• Risk Assessment; 
• Water Risk Assessment. 
 

3.23. Hours of Working 
   

3.23.1. Unless otherwise advised by the Client or unless expressly stated 
otherwise in the contract, the Scope or any other documents referred to 
in the Contract Date, the contract or the Scope, the following hours of 
working shall apply: 
 

3.23.1.1. Core service hours or normal working hours shall be Monday to 
Friday from 07:00 to 19:00 hours; 

3.23.1.2. Out of core service or out with normal working hours means all 
hours out with core service or normal working hours and public 
holidays; 

3.23.1.3. Public holidays shall be a bank holiday in Scotland within the 
meaning of the Banking and Financial Dealings Act 1971. 



 23 June 2020 

32 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

4. Health and Safety 

4.1. Health and Safety (General) 

 
4.1.1. The Contractor shall be required to achieve health and safety outcomes 

that are relevant to the Services to be delivered. This is to ensure that 
the Contract shall be performed in a safe manner and without risks to 
health, as set out in the Scope.  

4.1.2. The Contractor shall be required to assess all relevant risks, identify 
measures needed to manage these, including within sub-contracting 
arrangements, and monitor and report relevant health and safety 
outcomes.  

4.1.3. The Contractor shall prepare, and as appropriate revise, a written Health 
and Safety Policy Statement.  This Health and Safety Policy Statement 
must be signed by the Contract Director or appropriate senior manager. 
 

4.1.4. The Contractor shall have in place OHSAS 18001 accreditation and/or 
shall have in place ISO 45001 accreditation, or equivalents, and/or be 
able to demonstrate a commitment to migrating to this standard within 
required timescales. All accreditations shall be maintained throughout 
the Service Period. 
 

4.1.5. The Contractor shall ensure: 
 

4.1.5.1. their Health and Safety Policy statement aligns with the 
requirements of the Client and that throughout the Service Period, 
they have suitable organisation and arrangements in place to 
implement their Health and Safety Policy Statement; 

4.1.5.2. the Health and Safety Policy Statement and Health and Safety 
Management System shall be readily available and accessible to 
all their employees and anyone, including the Client, who may 
require sight of it; and 

4.1.5.3. details of their Health and Safety Management System and 
Policies shall be reviewed and revised accordingly to take 
account of legislation and other factors that may affect its 
effectiveness. 
 

4.1.6. If required, the Contractor shall provide a professional advice Service on 
all matters relating to the Health and Safety at Work Act etc. 1974 and 
any subsequent re-enactments. 
 

4.1.7. The Contractor shall notify the Client in writing of any potential 
implications of the Client not implementing the recommendations of any 
advice given by the Contractor. 
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4.1.8. The Contractor shall provide a single-point-of-contact for professional 
advice pertaining to Health and Safety matters as they relate to the 
Delivery of the Services and management at each Affected Property. 
 

4.1.9. The Contractor is required to provide a Health and Safety expert(s) who 
is qualified to a minimum of NVQ Level 4 or equivalent. 
 

4.1.10. Contract management grade appointees should hold an Institution of 
Occupational Safety and Health (IOSH) or equivalent qualification that 
is issued by a recognised organisation. 
 

4.1.11. The Contractor shall be responsible for recording and investigating all 
accidents, incidents, dangerous occurrences and near misses involving 
their staff, to include sub-contracted third-party staff delivering FM 
Services on their behalf and shall issue a written report to the Client that 
shall include recommendations to prevent any repeat or similar 
occurrences. 
 

4.1.12. The Client shall notify the Contractor immediately of any accidents, 
incidents, dangerous occurrences or near misses involving their staff or 
any associated third-parties. The Contractor may then be required, as 
agreed between all parties concerned, to investigate the matter and 
provide a written report to the Client where it is deemed that the matter 
resulted from, or has implications for, the delivery of FM Services. 
 

4.1.13. The Contractor shall be responsible for ensuring that all Reportable 
Incidents Dangerous Disease or Reoccurrences (RIDDOR) related 
incidents are reported in accordance with HSE legislation and shall 
ensure the Client is notified immediately in writing. 
 

4.1.14. The Contractor shall be responsible for updating Workplace Risk 
Assessments as necessary for both their and the Client's areas of work 
(this also includes areas requiring specialist maintenance).  The 
Contractor shall ensure that the Client has immediate access to these 
documents, as required.  In respect of the Client’s personnel, the 
Contractor shall work in close co-operation with designated staff 
representatives and any other relevant Client staff, to ensure 
compliance with GDPR issues in relation to information held. 
 

4.1.15. The Contractor shall maintain all fire safety records for each Affected 
Property (see Data Pack).  As a minimum this should include: 
 
• A record of significant findings of Fire Risk Assessments (FRA); 
• FRA action plan; 
• Emergency Fire Action Plan; 
• evidence of active monitoring (e.g. fire drills, audits and 

inspections); 
• evidence of reactive monitoring (e.g. false alarm); 
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• Personal Emergency Evacuation Plans (PEEPs); 
• evidence of liaison and contact with Fire and Rescue services; 
• basic fire safety training documentation; 
• training records for fire safety duty holders; 
• fire extinguisher certificate of Inspection; 
• certificate of fire detection and alarm system; and 
• asbestos management plan. 

 

4.2. Reportable Incidents 
 

4.2.1. The Contractor shall inform the Client (Quality Health Safety and 
Environmental) QHSE representative via the CAFM system and Client’s 
Helpdesk Service each time reportable incidents occur. These shall be 
recorded on the CAFM System and shall include, but not be limited to:  

 
• Health and Safety accidents and incidents, to include Health and 

Safety Executive (HSE) RIDDOR reports;  
• pollution and contamination incidents; 
• statutory compliance failures; 
• asset and system failures which may impact on business 

continuity; 
• physical and document security breaches; 
• Service failures;   
• instances of wilful damage or vandalism; 
• issues with the potential to disrupt energy and utility provision; 
• staff disciplinary issues where associated with personal integrity 

which may have the potential to damage the reputation of the 
Client; and  

• complaints. 
 

4.3. Health and Wellbeing 
 

4.3.1. The Contractor should protect and, where appropriate, enhance the 
health and wellbeing of users of services provided and local 
communities. This may relate to the management of building 
management systems, noise and pollution prevention, deliveries and 
access to sites. 

 
4.3.2. The Contractor should also protect and where appropriate enhance the 

health and wellbeing of the workforce involved in the delivery of the 
contract. This can include access to wellbeing programmes, relevant 
support services and working hours requirements.  
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4.3.3. Throughout the Service Period the Contractor shall be asked to 
demonstrate and report on how it protects and where relevant enhances 
health and safety and health and wellbeing of all workforce involved in 
delivery of the Contract, as well as those impacted by service delivery 
such as local community and users of the services. 
 

4.3.4. The Contractor shall be required to assess all relevant risks, identify 
measures needed to manage these, including within sub-contracting 
arrangements, and monitor and report relevant health and safety 
outcomes.  
 

4.4. Generic Statutory Obligations and Requirements 

 
4.4.1. The Contractor shall always ensure that: 

 
4.4.1.1. the FM operation of the Affected Properties and delivery of the 

FM Services are undertaken in compliance with all applicable UK 
Health and Safety legislation and Industry Best Practice; 

4.4.1.2. they provide any training required by their Health and Safety 
Management System procedures and statutory provisions in 
respect of all Staff (whether Client or Contractor Staff) at the 
Affected Properties; 

4.4.1.3. they operate Safe Systems of Work in accordance with their 
Health and Safety Policy and ensures that all risk assessments 
are current and accurately reflect the works and risks associated 
with the Services being undertaken; and 

4.4.1.4. they ensure all activities relating to Statutory Compliance is 
managed through the CAFM System and that the Client has 
access to the data, via electronic interface or direct access to the 
Contractor’s CAFM System.  The Contractor shall provide paper 
copies of all documentation associated with Statutory Compliance 
Reports or documentation for retention at the Affected Properties. 
 

4.5. Statutory Inspections 

 
4.5.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant across all FM Services. 
 

4.5.2. The Contractor shall set-up an annual programme of statutory 
inspections to ensure all plant and equipment receives the required 
inspections at the correct time. 
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4.5.3. The Contractor shall ensure that any specific requirements of the Client 
are included in the planning and delivery of these works. 
 

4.5.4. The annual programme shall be issued to the Client two months in 
advance of all works taking place. 
 

4.5.5. The Contractor shall at all times comply with all relevant UK statutory 
and legislative requirements, including any alterations to policy as may 
take place and shall be the sole point of contact for any of the Client’s 
concerns with that aspect of performance. 
 

4.5.6. Periodic inspections shall be made by Environmental Health via Local 
Authorities, Fire and Rescue Services Inspectors, the Client’s 
Authorised Representative, Landlord and other such persons. The 
Contractor shall co-operate with the persons executing these 
inspections. 
 

4.5.7. The control and execution of this Service shall be managed entirely by 
the Contractor via the CAFM System and subject to the specified 
performance standards, whether fulfilled directly by its staff or by a third 
party Contractor. 
 

4.5.8. The Contractor shall undertake electrical testing in accordance with the 
latest edition of the Wiring Regulations as published by the Institution of 
Electrical Engineers and any other relevant legislation.  
 

4.5.9. Fixed wiring installations shall be subject to testing at intervals not 
exceeding five years. 
 

4.5.10. The Contractor shall ensure that all reports and recommendations are 
held centrally within the CAFM System and closed out to the Client’s 
satisfaction. 
 

4.6. Risk Assessments and Management Plans 

 
4.6.1. The Contractor shall be responsible for undertaking Risk Assessments, 

producing and maintaining any associated management plans and 
registers as required at the Affected Properties. These shall include, but 
not be limited to: 
 
• water; 
• fire; 
• pressure systems; 
• flood; 
• asbestos;  
• waste; 
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• gas; 
• arboriculture/agriculture plan;  
• noise; 
• hazard; 
• PAT testing; and 
• confined spaces. 

 

4.7. Written Schemes of Examination 

 
4.7.1. The Contractor shall be responsible for the provision of all Written 

Schemes of Examination as required at the Affected Properties. These 
shall include, but not be limited to: 
 
• hot water boiler systems; 
• heating Medium Temperature Hot Water and High Temperature 

Hot Water; 
• steam boilers and ovens; 
• pressure vessel systems; 
• refrigerant plant; 
• compressed air systems; and  
• lifting equipment. 

 

4.8. Asbestos Management 

 
4.8.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. Refer to Section 8.25. 
 

4.9. Water Hygiene Maintenance 

 
4.9.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. Refer to Section 8.26. 
 

4.10. Portable Appliance Testing 

 
4.10.1.  The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. Refer to Section 8.28. 
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4.11. Fire Safety 

 
4.11.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. 
 

4.11.2. The Contractor shall provide a professional advice Service on all matters 
relating to the Fire (Scotland) Act 2005 for each Affected Property. 
 

4.11.3. The Contractor shall produce a Fire Risk Assessment and a Fire Safety 
Plan (and undertake subsequent reviews) for each Affected Property 
and at a frequency that shall be determined by the Client during the 
Mobilisation Phase.  The frequency of inspection shall however be risk 
based. 
 

4.11.4. The Contractor shall ensure that Contractor staff that control and 
execute the Service are managed entirely by the CAFM System in line 
with the overall PPM schedule and shall be subject to the same 
Performance Standards.  All reports and recommendations shall be held 
centrally within the CAFM System. 
 

4.12. Permits to Work 

 
4.12.1. The Contractor shall: 

 
4.12.1.1. be responsible for issuing and managing all Permits to Work 

relating to the provision of Facilities Management Services for 
each Affected Property as required by the Client and shall ensure 
the provision of sufficient, suitably qualified and experienced 
Authorising Engineers ("AE") and Authorised Persons ("AP") 
required to effectively operate and administer the Permit to Work 
process. 

4.12.1.2. be required to manage and agree all consents as part of this 
process before commencing works or Services. The Contractor 
shall liaise with the Client’s helpdesk and any designated staff 
representatives in order to comply with this requirement. All 
Permits to Work shall be supported by full risk assessments and 
method statements for undertaking the work. 

4.12.1.3. be responsible for the setting-up and the operation of a Safe 
System of Work, including Risk Assessments and Method 
Statements regarding all aspects of its operation. As part of this 
process, the Contractor shall ensure that Contractor staff, who are 
undertaking work at the Affected Properties, consult all relevant 
risk-based documents and sign to indicate that this has been 
carried out. 
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4.12.1.4. operate the Permit to Work system through the CAFM System. 
The Contractor shall ensure that the Permit to Work is approved 
by the Client and that the timing for when it can occur is agreed 
with the Client.  Examples (not limited) of the types of work for 
where Permits shall be required include: 
 
• working at height, including on roofs; 
• working in confined spaces e.g. ducts; 
• hot work i.e. welding, soldering or cutting using hot flame   

techniques outside of designated workshop area;  
• isolation of or modification to fire safety systems, alarms, 

etc.; 
• live working on electricity supply systems; 
• work involving interaction with asbestos; 
• work in areas where there is a risk of exposure to 

hazardous chemicals or microorganisms; and 
• excavation and the digging of trenches. 

 
4.12.2. The Client operates an Occupational Safety Health Environmental and 

Notification system (OSHENs).  This Management System controls 
access and Contractor activity within the Affected Properties.  The 
electronic system has a significant Client staff involvement and requires 
co-operation in its delivery.  The Contractor shall take over system 
ownership and maintenance of this system and any costs associated 
with this are to be included within the Contractor’s lump sum cost: 
  
http://www.oshens.com/ 

 
4.12.3. Be cognisant that the Client’s Authorised Representative shall have 

access via a web portal to the CAFM System and to details of planned 
visits to site, including the status of Permits to Work.  The Contractor 
shall not be allowed on an Affected Property should the Permit to Work 
not be indicated as Authorised within the CAFM System.  
 

4.12.4. Contact the Client’s Authorised Representative to show that the Permit 
to Work has been received, has the necessary authorisation and all of 
the relevant parties are aware of the programmed work or Service and 
the timescales for delivery. 
 

4.12.5. The Contractor shall ensure that all Contractor’s areas of work are fully 
provided with appropriate Health and Safety notices necessary to 
comply with legislation and best practice this includes but is not limited 
to: 

 
• plant rooms; 
• switch rooms; 
• sub-stations; 
• generator rooms; 

http://www.oshens.com/
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• security control rooms; 
• electrical plant and distribution; and 
• lift motor rooms. 
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5. Environmental Management 
 

5.1. Environmental Management – General 

 
5.1.1. The Contractor must ensure that the Works/Services/tasks are 

performed in accordance with the Client’s environmental policy, which 
is to conserve energy, water, wood, paper and other resources, reduce 
waste and phase out the use of ozone-depleting substances and 
minimise the release of greenhouse gases, volatile organic compounds 
and other substances damaging to health and the environment. The 
Contractor should also contribute to the transition to a more Circular 
Economy. 
 

5.1.2. The Contractor must comply in all material respects with all applicable 
environmental laws and regulations in force from time to time in relation 
to Contract delivery.  Without prejudice to the generality of the foregoing, 
the Contractor must promptly provide all such information regarding the 
environmental impact of the Contract as may reasonably be requested 
by the Client. 

 
5.1.3. The Contractor shall have in place ISO 14001 Environmental 

Management System accreditation or equivalent, the registration of 
which covers the scope of this contract and shall be maintained 
throughout the Service Period. 
 

5.1.4. The Contractor shall provide utilities data that is compatible with the 
Client’s own data management software. 
 

5.1.5. The Contractor shall provide a named, full-time dedicated Energy 
Manager.  For further details of the required qualifications, see the 
Person Specification in the Data Pack. 
 

5.1.6. The Contractor shall support the Client in applying for external 
accreditation (e.g. Carbon Trust Standards etc.). 
 

5.1.7. The Contractor shall inform the Client of all relevant changes to 
legislation and work with the Client to ensure compliance. 
 

5.2. Environmental Management Plan (EMP) 

 
5.2.1. The Contractor shall meet all requirements of the Client’s Sustainability 

Policies and Corporate Responsibilities, details of which can be found 
following the link below and which the Contractor shall be deemed to be 
aware of: 
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https://www.gov.scot/Topics/Environment/SustainableDevelopment 
https://www.gov.scot/Topics/Government/Procurement/policy/corporat
e-responsibility 
 

5.2.2. The Contractor shall develop, maintain and implement an Environmental 
Management Plan (EMP) in accordance with the Client’s environmental 
requirements, with specific actions capable of being monitored and 
reported. 

 
5.2.3. The content, structure and format of the EMP shall be agreed in 

partnership between the Client and the Contractor during the 
Mobilisation Phase. 
 

5.2.4. The EMP shall include the Contractor’s approach to: 
 
• carbon and energy management; 
• water (to include system infrastructure maintenance) and waste 

water management; 
• waste prevention and management in accordance with the waste 

hierarchy; 
• practical support in the transition to a Circular Economy, including 

the use of equipment, materials and services; 
• minimising emissions associated with transport of people, 

equipment and materials;  
• environmental protection, including prevention of pollution and, 

protection and enhancement of biodiversity and the heritage of 
the Government estate;  

• a Contractor engagement audit of the their supply chain; and 
• the use and maintenance of cleaning equipment and materials to 

ensure minimal environmental impact. 
 

5.3. Carbon Management Plan (CMP) 

 
5.3.1. The Contractor shall support the Client with its requirement to reduce 

carbon emissions and meet all associated legal obligations (e.g. Climate 
Change (Scotland) Act 2009) and other Scottish Government reporting 
requirements or any subsequent Government policy by the provision of 
a Carbon Management Plan (CMP): 
 
https://www.gov.scot/policies/sustainable-performance/ 
 

5.3.2. This shall include, but not be limited to: 
 

5.3.2.1. identify all emission sources across the Client’s Affected 
Properties; 

https://www.gov.scot/Topics/Environment/SustainableDevelopment
https://www.gov.scot/Topics/Government/Procurement/policy/corporate-responsibility
https://www.gov.scot/Topics/Government/Procurement/policy/corporate-responsibility
https://www.gov.scot/policies/sustainable-performance/
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5.3.2.2. working with the Client to meet external and internal targets for 
reducing energy consumption; 

5.3.2.3. ensuring that all energy-consuming plant under its jurisdiction or 
control is maintained and controlled to operate at optimum 
efficiency and all fuels, gas and electricity are used economically, 
in accordance with any operational policies issued by the Client; 

5.3.2.4. recommending incremental change where practicable; 
5.3.2.5. supporting the Client’s initiatives for energy-saving strategies 

including separate heating, lighting and ventilation strategies and 
co-operate with the Client in achieving agreed objectives; 

5.3.2.6. the practical application of innovative solutions, including 
switching to low and zero carbon technologies and fuel sources; 

5.3.2.7. work with the Client to identify and implement energy reduction 
projects across the estate by carrying out feasibility studies and 
advising on new and emerging technologies; 

5.3.2.8. provide the Client with Project evaluation and feedback in the 
form of energy, cost and carbon savings realized through 
implementing carbon management Projects; 

5.3.2.9. where applicable introduce independent energy savings analysis; 
5.3.2.10. introducing water efficiency measures to reduce demand for hot 

and cold water; and 
5.3.2.11. encouraging responsible energy and water use by all building 

occupants. 
 

5.4. Energy and Utilities Management Bureau Services 

 
5.4.1. The Contractor shall provide, operate and manage an Energy and 

Utilities Management Bureau that reports to the Client in support of the 
Client’s objectives to reduce water consumption, energy consumption 
and to minimise associated carbon emissions. 
 

5.4.2. The Contractor shall ensure effective interfaces exist with all key 
stakeholders and be responsible for the provision of technical expertise, 
monitoring, targeting and analysis of all energy and water consumption 
data at all Affected Properties.  The monitoring and targeting system 
must be capable of interfacing with the Client’s data warehouse system. 
 

5.4.3. All related activities and data shall be managed and recorded via the 
Contractor’s CAFM System. 

 
5.4.4. The Contractor shall be responsible for the provision of professional 

Services supplying proven data, expert technical advice and information 
to the Client, including: 

 
5.4.4.1. provision of meter reading and invoice verification Services for the 

payment, on a pass-through basis, of all energy and water bills; 
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5.4.4.2. reporting on energy and water consumption across the whole of 
the Affected Properties; 

5.4.4.3. benchmarking and comparison of energy and water related 
Services across the whole of the Affected Properties;  

5.4.4.4. quarterly issue of recommendations on potential utility and carbon 
saving initiatives;   

5.4.4.5. identification of areas where there are excessive energy or water 
use in an Affected Property;  

5.4.4.6. identification, evaluation and prioritisation of viable opportunities 
for renewable energy generation; 

5.4.4.7. monitoring and reporting on the effectiveness of completed 
energy or water saving initiatives; 

5.4.4.8. accurate reporting against the relevant Climate Change Scotland 
Act obligations and wider reporting requirement as specified by 
the Client to remain legislatively compliant; and  

5.4.4.9. targeting and project planning future energy and water 
management initiatives. 
 

5.4.5. The Contractor shall ensure that all energy and water-related data is 
reported via and stored within their CAFM System. 
 

5.4.6. The Contractor shall be responsible for undertaking a survey of the 
Affected Properties during the Mobilisation Phase to identify and assess 
existing utility metering provision, energy targeting and benchmarking 
regimes and shall provide recommendations to the Client in the agreed 
format e.g. production of building league tables. 
 

5.4.7. The Contractor shall ensure that the consumption of utilities is minimised 
whilst maintaining the Client building users’ comfort and that these 
Services shall be provided in accordance with the Client’s requirements 
for sustainable development.  
 

5.4.8. The Client’s Environmental Management Team shall be informed 
monthly of any utility variations across the estate + or – 5% of the 
previous year’s weather corrected consumption. A full explanation of the 
variance and an individual building action plan shall be provided for all 
buildings reported as +5% of the previous year, outlining: 
  

5.4.8.1. timing – this variance recovery plan shall be issued by the second 
Friday of each month and discussed at monthly meetings; 

5.4.8.2. monthly – data shall be provided for the previous month and 
compared to the same month the previous year; 

5.4.8.3. data  - shall be weather corrected to allow for a fair comparison;  
5.4.8.4. explanation – as far as reasonably practical the Contractor shall 

investigate the reasons for the variance and report this to the 
Client’s Environmental Management Team; and 

5.4.8.5. action plan – the Contractor shall produce an action plan for the 
a 
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5.4.8.6. Affected Properties that are +5% to bring the utility consumption 
back to target. 
 

5.5. Energy Management Statutory Compliance 

 
5.5.1. Display Energy Certificates (DEC) - the Contractor shall perform the 

audit, issue, display and renew the Certificate for each Affected Property 
which require DECs under Government legislation. All DECs must be 
displayed by the required date as agreed with the Client. 
 

5.5.2. Energy Performance Certificates (EPC) - the Contractor shall ensure 
EPCs are provided for each Affected Property that require EPCs under 
Government legislation by the required date as agreed with the Client. 
 

5.6. Water Management 

 
5.6.1. The Contractor shall take account of and comply with the Client’s water 

strategy and action plan and its targets and commitments under its 
Environmental Policy and Carbon Management Plan. The Carbon 
Management Plan is provided in the Data Pack. 
 

5.6.2. The Contractor shall take responsibility for water consumption and 
efficiency at each Affected Property and to work with the Client to strive 
to meet external and internal targets for reducing water consumption 
across the estate. 
 

5.6.3. The Contractor shall manage the Client’s water management software 
(e.g. ePIMS and water supplier portal) if required by the Client in order 
to provide all reports and volumetric data relating to water usage. The 
Contractor shall: 
 

5.6.3.1. analyse building water consumption and make recommendations 
to the Client on how to improve the efficiency and performance of 
its buildings. This shall include all aspects of performance, for 
example installing water efficient technologies to enacting 
behavioural change; and 

5.6.3.2. keep a schedule of potential and recommended water efficiency 
projects which could be implemented should such funding 
become available. 
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5.7. Waste Prevention and Management 

 
5.7.1. The Contractor shall take responsibility for waste management and work 

with the Client to strive to meet its external and internal targets for the 
reduction of waste and to develop sustainable ways of achieving zero 
waste to landfill and continuous improvements as advances in 
technology arise. 
 

5.7.2. The Contractor shall support the Client’s aims to transition to a Circular 
Economy, as set out in the Government Strategy ‘Making Things Last’: 
  
https://www.gov.scot/publications/making-things-last-circular-economy-
strategy-scotland/ 
 
in addition, shall keep up to date with best practice circular opportunities 
within the FM and related sector. The Contractor shall support this 
through practical measures that are capable of being monitored, 
including extending the useful life of equipment and products used, re-
use, redeployment, refurbishment or remanufacturing of otherwise 
redundant equipment, products and materials, the use of refurbished or 
remanufactured products and equipment, which meet performance and 
quality requirements, and alternative service models. 
 

5.7.3. The Contractor shall provide information to the Client on the methods of 
disposal of waste, showing clear evidence of using disposal methods 
that are environmentally preferable. 
 

5.7.4. The Contractor shall develop a waste minimisation plan that supports 
the Circular Economy and the Client’s waste hierarchy.  This shall 
include a waste optimisation audit undertaken at least every 6 months. 
 

5.7.5. The Contractor shall provide a waste diversion report on a monthly basis 
for each of the Affected Properties. 
 

5.8. Waste Collection 

 
5.8.1. The Contractor shall ensure that waste carriers at the Affected 

Properties always remain authorised and shall ensure they renew their 
licenses promptly. If at any time the waste carrier’s license or an 
environmental permit is withdrawn or revoked, the Contractor must 
inform the Client immediately and cease any further movement of waste 
until they become authorised again. 
 

5.8.2. The Contractor shall ensure that transport carbon emissions are 
minimised through measures that include avoiding unnecessary travel 

https://www.gov.scot/publications/making-things-last-circular-economy-strategy-scotland/
https://www.gov.scot/publications/making-things-last-circular-economy-strategy-scotland/
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and idling, maintenance of vehicles and the relevant use of ultra-low 
emission vehicles. 
 

5.8.3. The Contractor shall ensure that all Contractor staff responsible for 
collecting waste are trained and adhere to the Client’s Health and Safety 
and environmental policies and shall consider the potential for products, 
equipment and materials to be re-deployed elsewhere where possible. 

 

5.9. Redundant Material  
 

5.9.1. All redundant material resulting from work carried out under, or procured 
for the purposes of the Contract, the costs of which have been paid by 
the Client under the Contract, or which is otherwise owned by the Client, 
shall be disposed of as follows:  
 

5.9.1.1. At the end of the Service Period (or on termination of the contract 
if earlier), the Contractor shall prepare: 
 

5.9.1.1.1. a list of those items of the material referred to above that are 
considered to be serviceable or repairable. The list shall record 
the condition of each item, its actual cost or estimated value and, 
in the case of repairable items, the estimated price of repair; and  

5.9.1.1.2. a list of those items of the material which are considered to be 
unserviceable and which cannot be economically repaired or are 
otherwise considered to be scrap.  
 

5.9.2. The lists referred to in the clauses above shall be countersigned by the 
Contractor and shall be sent to the Service Manager named in the 
Contract.  
 

5.9.3. [Within three months of the date of receipt of the lists, the Client shall 
issue disposal instructions to the Contractor. Such disposal instructions 
shall require that the items of material are either:  
 

5.9.3.1. transferred to other subsisting contracts; or  
5.9.3.2. subject to contract, retained by the Contractor for use in the 

performance of future contracts placed with the Contractor; or 
5.9.3.3. subject to contract, repaired by the Contractor; or  
5.9.3.4. sold by the Contractor, acting on behalf of the Client, for the best 

price reasonably obtainable.  
 

5.9.4. Material designated in accordance with clause above shall be 
dismantled and disposed of in such a manner as to preclude the 
possibility of resale in its existing form.  
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5.9.5. The proceeds of the sale of items of material sold pursuant to the clause 
above shall be credited to the Client in accordance with arrangements 
made between the Contractor and the Client.  
 

5.9.6. A list of the items sold by the Contractor shall be sent to the Client 
specified in the Contract together with a statement of the proceeds of 
sale.] 
 

5.10. Waste Transfer Notes/Certificate of Destruction 

 
5.10.1. A full audit-trail of waste management shall be maintained by the 

Contractor and waste handling must be compliant with the 
Environmental Agency guidelines. 
 

5.10.2. Prior to any waste removals from the Affected Properties a signed, 
waste transfer note, season ticket or a hazardous waste consignment 
note must be prepared. The Contractor shall ensure that this 
documentation is completed correctly and submit consignee’s returns to 
the Producer as required by the legislation. 
 

5.10.3. The Contractor shall agree with the Client the process relating to the 
retention of certificates of destruction.   This shall consist of a ‘cradle to 
grave’ audit to ensure complete traceability of waste materials. 
 

5.11. Hazardous Materials 

 
5.11.1. The Contractor shall avoid the use of hazardous substances including 

substances that are radioactive, flammable, explosive, toxic, corrosive, 
bio-hazardous, oxidisers, asphyxiates, pathogens or allergens. 
 

5.11.2. On the occasions where there are no alternatives, hazardous materials 
must be stored, used and disposed of in accordance with the instructions 
of the product Control of Substances Hazardous to Health ("CoSHH") 
regulations and all relevant legislation. 
 

5.11.3. The Contractor shall ensure that all internal finishes, including solvents 
and paints are inert and meet best practice Standards for using low 
levels of Volatile Organic Compounds ("VOC") during their manufacture. 
 

5.11.4. The Contractor shall use products that contain low levels of solvents or 
are solvent-free, such as water-based paints, varnishes and/or glues. 
 

5.11.5. The Contractor shall prohibit the use of lead-based paints and primers. 
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5.11.6. All materials procured for the Affected Properties shall contain or have 
been produced using no Ozone Depleting Potential (ODP) or Global 
Warming Potential (GWP) compounds. 
 

5.11.7. All refrigerants used within the Affected Properties shall have a GWP of 
less than five. 
 

5.11.8. All equipment containing refrigerants shall be monitored and maintained 
with this process detailed within a dedicated maintenance strategy. 
Records and output reports shall be stored securely and linked to the 
space location and componentry associated to the Asset through the 
Asset information requirements. 
 

5.11.9. No Chlorofluorocarbons (CFCs) shall be used upon the Affected 
Properties in line with the Montreal Protocol. The Contractor shall also 
prohibit the use of Hydro-chlorofluorocarbons (HCFCs). If equipment 
containing these materials is detected upon the estate, the Contractor 
shall maintain and/or phase out this equipment in line with the relevant 
legislation. 
 

5.11.10. The Contractor shall ensure that the Client is notified of all accidental 
emissions of ozone depleting substances and fluorinated greenhouse 
gases in equipment for which it is responsible. 
 

5.11.11. Hazardous materials that become waste must be dealt with in 
accordance with relevant legislation. 
 

5.12. Timber 

 
5.12.1. The Contractor shall procure all timber and timber products from legal 

and responsible sources in accordance with the UK Government Timber 
Procurement Policy or be from recycled sources. No timber shall be 
procured if it is protected by international agreements such as the 
Convention on International Trade in Endangered Species of Wild Flora 
and Fauna (CITES). 
 
https://www.gov.uk/guidance/timber-procurement-policy-tpp-prove-
legality-and-sustainablity 
 

5.12.2.  All timber and wood derived products must be compliant with all relevant 
UK legislation and other requirements e.g. Timber and Timber Products 
(Placing on the Market) Regulations 2013 and CITES. 
 

5.12.3. The Contractor shall ensure that procedures are established to monitor 
and verify the procurement of all timber products and so ensure 
Government policies are adhered to. 

https://www.gov.uk/guidance/timber-procurement-policy-tpp-prove-legality-and-sustainablity
https://www.gov.uk/guidance/timber-procurement-policy-tpp-prove-legality-and-sustainablity
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5.13. Transport 

 
5.13.1. The Contractor shall work to reduce the amount of travel undertaken by 

its Staff and third-party Contractors and associated emissions by 
combining deliveries of Goods, coordinating the delivery of Services to 
each Affected Property avoiding unnecessary travel and idling, 
maintenance of vehicles and the relevant use of ultra-low emission 
vehicles. 
 

5.13.2. The Contractor shall provide monitoring to benchmark the performance 
of each Affected Property and report on its overall transport usage 
against internal targets. 
 

5.13.3. The Contractor shall be required to collect and provide the appropriate 
data to the Client on a monthly basis. 
 

5.13.4. The Contractor shall maintain records of actions taken to reduce the 
impact of transport. This shall allow the Client to share effective 
strategies across its Affected Properties. 
 
https://sustainablescotlandnetwork.org/slickr_media_upload?id=1034 
 
https://sustainablescotlandnetwork.org/reports/the-scottish-government 
 
https://www.webarchive.org.uk/wayback/archive/20180707020455/http
:/www.gov.scot/Publications/2014/09/1033 

5.14. Consumer Single-Use Plastics 
 

5.14.1. The Contractor should be aware of the Scottish Government’s 
commitment to the elimination of all Consumer Single-Use Plastic 
(CSUP) from January 2020. In meeting this commitment, the Contractor 
shall be required to work with the Client to replace all existing 
items/materials/activities with non-CSUP alternatives and may be 
required to report progress against the objective. Further details are 
available at: 
 
https://www.gov.uk/government/consultations/tackling-the-plastic-
problem 

  

https://sustainablescotlandnetwork.org/slickr_media_upload?id=1034
https://sustainablescotlandnetwork.org/reports/the-scottish-government
https://www.webarchive.org.uk/wayback/archive/20180707020455/http:/www.gov.scot/Publications/2014/09/1033
https://www.webarchive.org.uk/wayback/archive/20180707020455/http:/www.gov.scot/Publications/2014/09/1033
https://www.gov.uk/government/consultations/tackling-the-plastic-problem
https://www.gov.uk/government/consultations/tackling-the-plastic-problem
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6. NOT USED  
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7. Helpdesk and CAFM System 

7.1. Helpdesk 

 
7.1.1. The Contractor shall provide a fully staffed, supervised Helpdesk 

Service linked to the Computer Aided Facilities Management System 
(CAFM) for all Facilities Management related Service requests and fault 
reporting, twenty-four hours per day 365 days per year. Although the 
core service hours are 07:00 hours to 19:00 hours Monday to Friday, 
the Helpdesk must be capable of ensuring continued Service delivery 
for all Services under the Contractor’s control at all times. 
 

7.1.2. The Helpdesk must provide equality of access to service, be staffed by 
employees who are able to communicate effectively with others, treat 
others with dignity and respect, must have a clear accessible process 
for raising complaints and must have the appropriate policies and 
procedures to act effectively on complaints raised. 
 

7.1.3. The Contractor shall: 
 

7.1.3.1. collaborate with the Client to create, maintain and develop 
Services which deliver a common experience for all users of the 
Service; 

7.1.3.2. ensure that the helpdesk operates as both a strategic 
management and quality monitoring tool and shall also be the 
focus for all day-to-day operational activities across all aspects of 
the FM Services; 

7.1.3.3. ensure that the helpdesk provides a telephone single point of 
contact (free of charge for Client staff, Affected Property 
occupants, occupants residing in  Affected Properties and 
stakeholders from UK landlines); and 

7.1.3.4. ensure continued Service delivery for all Services under its control 
during the core service hours. 
 

7.1.4. The Contractor’s helpdesk shall accept Service requests from all Client 
staff, Affected Property users and stakeholders who are reporting faults 
or requesting provision of any in-scope Service. 
 

7.1.5. Where the Contractor’s helpdesk receives Service requests for out-of-
scope Services, the Contractor shall accept and forward the calls as 
appropriate and record details on the CAFM System. 
 

7.1.6. The Contractor’s helpdesk shall accept Service requests raised by 
telephone calls, emails, text messages and web-portals. Specialist 
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software applications (Apps) may be required to be developed to 
facilitate such Services and be compatible with assistive technology. 
 

7.1.7. The Contractor shall ensure that all Service requests are logged on to 
the CAFM System without unnecessary delay, allocated a unique 
reference number and responded to as follows: 

 
• telephone call requests within thirty seconds; 
• text message requests within ten minutes; 
• email requests within fifteen minutes; and 
• portal/App requests within five minutes. 

 
7.1.8. The Contractor shall be responsible for the issue of an acknowledgment 

within five minutes of receipt and shall issue an update to the Client 
advising on the action to be taken within one hour of the request being 
logged on the CAFM System or upon request. 
 

7.1.9. If for any reason the helpdesk response to a telephone request exceeds 
thirty seconds before being answered by a helpdesk operator, then the 
caller shall be made aware of where they are in the queue, 
approximately how long they shall be required to wait and be given an 
option to leave a message and be called back within one hour. 
 

7.1.10. The Contractor helpdesk shall record details of the Service request on 
the CAFM System, to include: 
 
• name; 
• contact details, to include telephone number, email address and 

work location; 
• location of the Affected Property to which the request is related; 
• nature of the request; 
• date and time; 
• the actual response time as specified within the agreed KPI; 
• a 'Unique Service Request' reference number; 
• action taken; and  
• details of progress throughout the Service request management 

timescale. 
 

7.1.11. The Contractor shall ensure that the person who raised the task is 
updated regarding the status and progress of any open Service requests 
through each stage of the process, including notifications of: 
 
• delay; 
• outstanding priorities (in relation to scientific issues); 
• closure; and 
• completion 
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7.2. On-Site FM Service Delivery Response Times 

 
7.2.1. The following Table A describes the reactive response times for Service 

calls raised or made to the helpdesk where the Service required is 
supported and Delivered by the Contractor from an on-site manned 
presence at the Affected Properties.  



 23 June 2020 

55 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

Table A – Response and Rectification Times – On-Site Presence core service hours 
Core service hours are defined as 07:00 – 19:00 (Monday – Friday) unless expressly stated otherwise  
 

 
Category 

 
Call Type 

 
Description 

 
Initial 

Attendance 

 
Interim 

Solution (if 
applicable) 

Completion Due 

A 
 Critical 

Matters giving rise to an immediate 
health and safety, business critical or 
security risk. 

15 minutes 1 Hour 

Permanent solutions to health and 
safety issues to be achieved within 12 
hours of notification. Security 
measures must be permanently 
rectified within [6] hours. 

B Emergency 
Matters that prevent or severely restrict 
the Client from conducting normal 
operations. 

30 minutes 2 hours 1 (one) Working Day 

C Urgent 
Matters that impinge upon the proper 
working of the facilities in relation to all 
users. 

2 hours 
Next 

Working 
Day 

2 (two) Working Days 

 
D 
 

Routine Matters of a routine nature. 5 (five) 
Working Days n/a 10 (ten)Working Days 

E Ad hoc 

Matters of an Ad hoc or unplanned 
nature; by the virtue of its category DO 
NOT require an enhanced response 
above that of Routine. 

5 (five) 
Working Days n/a 15 (fifteen) Working Days 
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7.3.     Off-Site FM Service Delivery Response Times 

 
7.3.1. The following Table B describes the response time(s) for Service calls 

raised or made to the helpdesk where the Service required is supported 
and Delivered by the Contractor via an off-site/mobile Affected Property. 
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Table B – Response and Rectification Times – Off-Site 
  

 
Category 

 
Call Type 

 
Description Initial 

Attendance 
Interim 

Solution (if 
applicable) 

Completion Due 

A Critical 
Matters giving rise to an immediate 
health and safety, business critical 
or security risk. 

45 minutes 2 Hour 

Permanent solutions to health and 
safety issues to be achieved within 
24 hours of notification. Security 
measures must be permanently 
rectified within 18 hours. 

B Emergency 
Matters that prevent or severely 
restrict the Client from conducting 
normal operations. 

2 hours 4 hours Next Working Day 

C Urgent 
Matters that impinge upon the 
proper working of the facilities in 
relation to all users. 

4 hours 
Next 

Working 
Day 

5 (five)Working Days 

D Routine Matters of a routine nature. 10 (ten) 
Working Days n/a 15 (fifteen) Working Days 

E Ad hoc 

Matters of an Ad hoc or unplanned 
nature by the virtue of its category 
DO NOT require an enhanced 
response above that of Routine. 

10 (ten) 
Working Days n/a 15 (fifteen) Working Days 
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7.3.2. If a Service request is ‘put on hold’ by the Contractor then the Contractor 
must ensure that a proper and adequate information communication 
system is put in place to update on the status at regular periods 
throughout and beyond the ‘hold’ period until Service is completed. 
 

7.3.3. The Contractor shall ensure that where a Service request was not 
completed in accordance with the timeframes specified in the agreed 
KPI they reprioritise the Service request and proactively manage the 
task to completion at the earliest opportunity or to the revised timeframes 
agreed with the Client. The Contractor shall ensure that all revisions to 
timeframes as agreed and authorised with the Client are recorded on 
the CAFM System. 
 

7.3.4. To mitigate the risk of the creation of a backlog of work, the Contractor 
shall record all instances where a Service request failed to be completed 
within the agreed KPI on the CAFM System and issue regular reports to 
the Client to advise of progress. 
 

7.3.5. The Contractor shall:  
 

7.3.5.1. ensure that all necessary procedural and emergency contact 
information is kept up to date at all times within the CAFM system; 

7.3.5.2. make audio recordings of all telephone conversations for the 
purpose of monitoring and auditing helpdesk performance. The 
Contractor shall retain such recordings in line with current GDPR; 

7.3.5.3. provide appropriate staff to ensure that the helpdesk can operate 
within the requested performance parameters as agreed between 
the Client and the Contractor; 

7.3.5.4. ensure that all staff appointed to operate on the helpdesk are 
capable of handling all faults and in scope Service requests, 
irrespective of the time of the day; 

7.3.5.5. ensure that all staff appointed to operate on the helpdesk can 
access and report the status of all Service requests at any such 
time as requested by the Client;  

7.3.5.6. provide all staff appointed to operate on the helpdesk with 
documented training, including: 
 
• training on the CAFM System package; 
• Client Service skills; 
• Service call management; 
• basic technical awareness and competency e.g. M&E 

Services 
• listening skills; 
• escalation procedures; 
• Client emergency procedures; and 
• familiarisation and training in respect of all operational areas 

of the Affected Properties. 
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7.3.5.7. ensure that all staff appointed to operate on the helpdesk have 

the appropriate security clearance to work on the Client account; 
 
https://www.gov.uk/government/publications/government-
baseline-personnel-security-standard 
 

7.3.5.8. work with the Client to promote the benefits of the Helpdesk 
across the Client’s staff on a continuous basis. 

 

7.4. Computer Aided Facilities Management System (CAFM) 

 
7.4.1. The Contractor shall provide a Computer Aided Facilities Management 

(CAFM) system that shall form the central focus for all proactive and 
reactive Service provision. The CAFM system shall be capable of being 
accessed electronically via the Client’s IT system.  
 

7.4.2. The Client shall be provided with access to the CAFM system. 
 

7.4.3. The Client’s data and screen graphics shall be partitioned in such a 
manner as to isolate completely this information from other non-Client 
contract information.  Firewalls shall also be set-up to protect and 
prevent access to this information by users not associated with the 
contract.  Displayed data shall also be specific to the Client’s Services, 
Affected Properties and assets and shall not display information related 
to other party’s properties or estate.  Validation of software must be 
achieved before being allowed to operate on the Client’s network. 

 
7.4.4. The Contractor shall be responsible for recording data within their CAFM 

system or associated system, which is aligned with the Client’s Asset 
information requirements. This shall be aligned with the Service level 
and duties required under an SFG20 regime or equivalent. 

 
7.4.5. Ownership of the Client’s data contained within the CAFM System shall 

remain with the Client at all times (whether before during or after the 
Service Period or before or after termination of the Contract). 

 
7.4.6. The Contractor shall ensure that all managerial quality monitoring, 

complaints, PPM and reactive activities are managed, executed and 
monitored through the CAFM System. 

 
7.4.7. The Contractor shall ensure that the Client has full access to the live 

CAFM System data at all times and ensure that the data can be 
accessed electronically via the Client’s internal network i.e. a web-based 
application that can be accessed via a web browser.  

https://www.gov.uk/government/publications/government-baseline-personnel-security-standard
https://www.gov.uk/government/publications/government-baseline-personnel-security-standard
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7.4.8. An application programming interface or export function for the systems 

data should be available at all times to the Client.  
 
7.4.9. The Contractor shall work closely with the Client during the Mobilisation 

Phase to produce and maintain a contract Fixed Asset Register in line 
with the Asset information requirements schedule as defined by the 
Client. This shall be compiled from condition surveys, location surveys, 
operating and maintenance manuals and all asset register details 
entered into the CAFM System at each of the Affected Properties. 

 
7.4.10. At the end of the Service Period or on termination, if earlier, the 

Contractor shall be responsible for ensuring that all information is quality 
checked to ensure full compliance with the standards of a Construction 
Operations Building Information Exchange (COBie). Information shall be 
codified in line with SFG20, Uniclass 2015 and New Rules of 
Measurement (NRM3) for quality assurance purposes for completeness 
and accuracy.  

 
7.4.11. The Contractor shall work with the Client to limit the requirement for 

further survey and Asset verification in the event of the Service Period 
coming to an end or on termination, if earlier. 

 
7.4.12. The Contractor shall ensure that all feedback information associated 

with its activities and information relating to the completion of Service 
requests is promptly and accurately entered into the CAFM System. 
 

7.4.13. The Contractor shall ensure that:  
 

7.4.13.1. all Assets are individually referenced and capable of being 
identified in four hierarchical structures to include Service type, 
geographical location, NRM3 and Uniclass 2015;  

7.4.13.2. the CAFM System has the flexibility to allow these four hierarchies 
to be cross-referenced at different levels to allow greater 
capability in identifying particular Assets, systems or sections of 
Services within any Affected Property. The Contractor shall take 
into account the appropriate data security considerations of how 
this information is stored and be aware of the Centre for 
Protection for National Infrastructure guidance; 
 
https://www.cpni.gov.uk/ 
 

7.4.13.3. all Assets which are scheduled for maintenance or require 
attention due to malfunction are clearly identified on job sheets, 
using digital formats/forms wherever possible, with respect to type 
and accurate location;  

https://www.cpni.gov.uk/
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7.4.13.4. the CAFM System has the ability to record and track the history 
of reactive work on specific Assets as required by the Client; and 

7.4.13.5. all response and rectification periods required by the Client are 
maintained within the CAFM System and the CAFM System has 
the capability to produce alerts as reactive or planned 
works/Services that are about to breach their KPI agreement. 
 

7.4.14. The Contractor shall create a measure within the CAFM System which 
allows the suspension of any reactive activity which results in a repair 
which cannot be completed due to lead times of replacement parts or 
the need for the Client’s sanction of costs (e.g. automated delay request 
and authorisation process). The Contractor shall agree in advance with 
the Client the exact criteria for suspension and expected time to 
conclude the work. 
 

7.4.15. The Contractor shall ensure that the CAFM System has the capability to 
link duplicate Service requests and parent and child Service requests 
and track Service requests through the various stages to completion. 
 

7.4.16. All parent and child relationships should be codified and recorded within 
any data or information exchange from the CAFM system. 

 
7.4.17. The Contractor shall ensure that the CAFM system captures all costs 

including maintenance, direct labour and Subcontractor labour, in 
addition to material costs for each Asset. 

 
7.4.18. The Contractor shall ensure that they are capable of interacting with the 

Client’s IT systems, an independent helpdesk and/or assurance Service 
Contractor where appropriate. 

 
7.4.19. The CAFM system shall have the capability to: 

 
• record and report by each Affected Property or location; 
• review work assignment to both maintenance staff and 

Subcontractors; 
• track maintenance activity, status updates and the provision of 

on-screen alerts; 
• provide automated email notifications of work requests; 
• provide automatic status updates to the Client’s representatives; 
• provide search and visibility of calls and activities; 
• provide automatic associated hazard warnings, e.g. ‘asbestos 

alerts’; 
• provide status reports and updates on the level of statutory 

compliance at the Affected Properties; 
• allocate and schedule appointment dates within Affected 

Properties for maintenance works, audits and inspections;  
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• provide a repository for all Client documents to include but not be 
limited to CAD drawings, schematic drawings, photographs, BIM 
drawings, statutory certificates in various formats to include 2D, 
3D and scanned documents;  

• provide automated facilities for online invoicing, hard and soft 
charging processes and payment processes;  

• provide clear and proactive management of KPI agreements; 
• log Service requests via intranet and internet; and 
• automatically prioritise work and job escalation when appropriate. 
 

7.4.20. The Asset tracking functionality shall operate in line with the Asset 
information requirements of the Client and have the capability to: 
 
• provide various forms of information relating to Assets including 

location, warranty, parts and maintenance records; 
• provide Construction Operation Building information Exchange 

("COBie") sheets; 
• provide Building Information Models (BIM) for New Build and 

Retrofit Projects. This should include access to BIM object library 
where available; 

• provide logical grouping of Assets for easy storage, retrieval and 
viewing codified in line with SFG20, NRM3 and Uniclass 2015; 

• have the ability to record Planned and Reactive maintenance 
information to enable full visibility of an assets service history; 

• ensure future Planned and Reactive maintenance requirements 
generate alerts at the appropriate time; 

• integrate with other facilities data to provide detailed financial and 
ownership details; 

• identify movement and tracking of Assets within existing or 
external systems; 

• associate Assets to the Client’s Staff departments or locations; 
• associate Asset contract for automatic issue of related Service 

requests to maintaining third party Contractors; 
• provide an export capability of Asset data to third party 

applications using industry standard tools, for example an 
Application Programming Interface ("API") or through export to a 
suitable interoperable file format aligned to the information 
structure of COBie and the classification Standards of SFG20, 
NRM3 and Uniclass 2015; 

• provide full Asset reporting for distribution to interested parties 
defined by the Client; and 

• provide the ability for two-way communication including importing 
data from third party financial software or exporting to a data file. 
 

7.4.21. The cost control functionality shall have the capability to: 
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• track costs through multi-level hierarchy of budgets, contracts and 
projects; 

• provide transparency of full facilities spend and generation of 
single or multi-line purchase Orders; 

• utilise the NRM3 standard to classify the information; 
• discount purchase orders or individual line items; 
• provide purchase order receipt acknowledgement; 
• navigate, search and view all budget information; 
• link trade rates to the contractual resource rates agreed with the 

Client;  
• provide projects functionality which enables tracking of project 

spend, progress against the defined RIBA outputs, key Milestone 
Dates and Stakeholders; 

• provide costs for all Variable/Project Works;  
• easily distribute information to stakeholders; 
• ensure financial reports are available for ad hoc reporting or 

scheduled generation basis; 
• navigate data tree to ensure simple management and retrieval of 

all facilities information; and 
• manage health and safety equipment and Service requests. 

 
7.4.22. The property management functionality shall have the capability (where 

appropriate) to: 
 
• provide a dynamic link to property-related planned maintenance 

activities; 
• provide storage and maintenance of hazardous related data e.g. 

asbestos; 
• track the condition of the Affected Properties including structure, 

fabric and mechanical and electrical elements;  
• monitor building lifecycle costs and energy efficiency; 
• store all Affected Properties related documents including 

contracts, lease agreements and health and safety documents; 
• store all details of the Client’s Affected Properties including 

photographs, CAD plans, floor plans, external grounds drawings; 
resident facilities, utility infrastructure and providers, contracts, 
lease agreements and health and safety documents; 

• navigate the storage of Affected Properties contact information; 
• generate property management reports; 
• use industry standard BIM tools to detail, plan and manage space 

allocation;  
• utilise industry standard classification SFG20, Uniclass 2015 and 

NRM3 to map spaces, Assets and assign attributes; in line with 
the COBie structure; and 

• ensure easy movement and tracking of Assets within the CAFM 
System. 
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7.4.23. The report functionality shall have the capability to: 

 
• report on helpdesk performance management;  
• automatically generate reports; 
• provide direct email distribution to stakeholders; 
• produce specific corporate reporting requirements;  
• analyse data; 
• provide extensive reports as standard; 
• provide measured performance benchmarking; and 
• provide cost control and monitoring. 

 
7.4.24. The Contractor shall ensure that in line with best practice the CAFM 

System has its own Business Continuity and Disaster Recovery Plan in 
place to enable continuity of Service without degradation. 
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8. Hard Facilities Management Services 

The provision of Hard Facilities Management Services shall consist of Planned 
Preventative and Reactive Maintenance to include the following: 

• fabric maintenance; 
• Mechanical & Electrical maintenance; 
• re-lamping; 
• fire detection systems; 
• lifts, hoists and conveyance systems; 
• security, CCTV, access and intruder systems, PA systems and safety 

film; 
• standby power systems; 
• hard landscaping maintenance; 
• soft landscaping maintenance; 
• control of asbestos; 
• water hygiene; 
• statutory inspections; 
• portable appliance testing; 
• building management systems; 
• locksmith Services; 
• clocks; 
• furniture maintenance and move management; 
• signage; 
• swimming pool; 
• external sports facilities; 
• cycle sheds; 
• sub-stations; 
• external fences and physical security; 
• fire escapes/safe refuge points; 
• Data Centre; 
• confined space; 
• science process plant; 
• specialist equipment (operational in some instances); and 
• Property Services support. 
 

8.1. Planned Preventative Maintenance (PPM) 

 
8.1.1. The Contractor shall operate and maintain the fixed and installed assets 

at each of the Affected Properties with the objective of providing a safe 
working environment for building users and maximising the useful 
lifespan of the building, plant and equipment.  This shall be 
complemented by: 
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• enabling building users to effectively discharge their business 
functions; 

• ensuring efficient and cost-effective use of those assets; 
• minimising Health and safety risk; 
• minimising business risk; 
• maximising whole-life value; 
• complying fully with Government and Client policy and guidance 

on environmental issues; 
• complying fully with Government and Client policy regarding 

Procurement and the provision of Goods and Services; and 
• fully meeting the requirements of the Chartered Institution of 

Building Service Engineers ("CIBSE") SFG20, or if not applicable, 
the maintenance requirements specified by the manufacturers, 
the Heating and Ventilation Contractors Association ("HVCA") 
and other relevant professional bodies. 

 
8.1.2. The Contractor shall provide a professionally managed, high quality 

Planned Preventative Maintenance Service and programme in 
accordance with SFG20 or (if not applicable), with good industry practice 
and standards for all building fabric and M & E maintenance 
requirements. This Service shall take cognisance of the asset registers 
and all relevant lease obligations for each of the Affected Properties. All 
Planned Preventative Maintenance tasks shall be generated by the 
CAFM system annually and agreed with the Client two months in 
advance of undertaking. The annual PPM programme shall detail the 
frequency, schedule of tasks, input requirements and maintenance 
standards to be applied and resource requirements for all Services. 
 

8.2. Financial Threshold Liability (FTL) 

 
8.2.1. The Contractor shall provide an annual cost for both Planned and 

Reactive maintenance Services for equipment repairs or replacements 
(inclusive of the labour and parts) up to the maximum financial threshold 
liability (FTL) value of £1,000 per part or repair. 

 
8.2.2. Where the costs of both Planned and Reactive maintenance Services 

for repairs or replacements (inclusive of the labour and parts) exceeds 
the FTL value, then the Contractor shall be entitled to reclaim the 
difference in these costs from the Client. For the avoidance of doubt for 
those works valued over the FTL, the Contractor shall be liable for all 
costs of both Planned and Reactive maintenance Services for 
equipment repairs or replacements (inclusive of the labour and parts) up 
to the FTL value in each instance. 
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8.2.3. Each equipment repair or replacement as described above shall be 
deemed to be individual items of plant or equipment. The Contractor 
shall not be permitted to aggregate individual, disparate or unrelated 
items of plant or equipment in order to exceed the FTL unless it can be 
demonstrated by the Contractor that there is causal link between failures 
associated with the system as a whole. 
 

8.2.4. The Contractor shall supply and install all Parts associated with Planned 
and Reactive maintenance Services as described above. The Contractor 
shall be responsible for the supply of all consumables at their own cost. 
Where, during the course of any of the Planned or Reactive Services, 
there is a need to provide parts, the FTL shall apply. 

 
8.2.5. Replacement or repair of any required parts for Client equipment shall 

be provided where required. These, when associated with Planned 
Preventative Maintenance, shall be at Contractor cost up to the value of 
the FTL, excluding VAT per repair but inclusive of all labour and 
materials and/or parts. 

 
8.2.6. The Contractor shall utilise any Client parts or Contractor agreements 

where appropriate. The Contractor shall receive in full the negotiated 
discounts applied against current trade price levels. 

 
8.2.7. Subcontractors shall also maximise the benefits of their own buying 

power supply agreements to offer the most advantageous commercial 
position to the Client. 

 
8.2.8. The Contractor shall source components at the most cost-effective terms 

and in recognition of quality and delivery time requirements. The use of 
refurbished parts and components shall be avoided unless by 
agreement with the Client or as required in order to achieve required 
return to Service times. 
 

8.2.9. The Contractor shall not undertake the repair or replacement of any 
individual asset or any individual Reactive Maintenance task with a value 
over and above the FTL excluding VAT without agreement and 
confirmation from the Client. In the event that critical or emergency 
Works/Services/tasks are required to mitigate Health and Safety or 
Business Continuity Risks then the Contractor shall seek formal 
approval from the Client and shall keep the Client advised at all times on 
the status, technical and financial, of the task. 
 

8.2.10. The Contractor shall be required to provide sufficient evidence to the 
Client so as to demonstrate the asset for replacement or repair has been 
fully maintained and Serviced in accordance with the requirements of 
Section 8.1 Planned Preventative Maintenance. 
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8.3. Condition Survey and Forward Maintenance Register (FMR) 

 
8.3.1. The Client is taking a longer-term view of their built and installed assets 

across the whole of the estate and their approach is to have a rolling 5 
and 10 year Forward Maintenance Register (FMR). The Client’s current 
Condition Surveys and FMR information are included within the Data 
Pack. The Contractor shall review the current Condition Survey reports 
and FMR during the Mobilisation Phase and shall make any necessary 
recommendations to the Client for amendments to this programme as 
appropriate. The decision to proceed with these Works/Services/tasks 
rests with the Client and shall only be undertaken when instructed by the 
Client. 

 
8.3.2. Immediately on expiry of the Mobilisation Phase, the Contractor shall 

present the Client with an updated Condition Survey report and 
associated FMR for each premise every two years. These Condition 
Survey reports shall be undertaken by competent surveyors (RICS 
qualified) and Building Services consultants (CIBSE or equivalent).  The 
Client and the Contractor shall review and agree this FMR prior to any 
associated works being undertaken. 

 
8.3.3. The FMR shall prioritise work and provide indicative costs for each 

Works/Services/tasks item. These costs shall be broken down into an 
appropriate level of detail to assist the Client in planning and budgeting 
for the works.  Any exclusions must be highlighted e.g. fees, indirect 
costs. 

 
8.3.4. The Contractor shall ensure that the programme takes full cognisance 

of operational maintenance issues and that the FMR compliments day-
to-day activities. The Contractor shall demonstrate how these can be 
scheduled to obtain best value for the Client both through their timing, 
combination and implementation. 

 
8.3.5. All Works/Services/tasks up to a total inclusive value of the FTL 

(including labour, materials, profit, overheads and any other relevant 
costs) which appear on the Forward Maintenance Register shall be 
executed by the Contractor at the Contractor’s cost. 

 

8.4. Project Works 

 
8.4.1. Project Works are defined as activities that sit outside the direct delivery 

of Hard and Soft Services. 
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8.4.2. All Project Works identified by the Contractor shall be notified to the 
Client by the Contractor as soon as the Contractor becomes aware of 
them. 

 
8.4.3. All Project Works that are generated by request of the Client shall be 

notified by the Client to the Contractor by way of formal instruction and 
accompanied with a detailed brief, if necessary. 

 
8.4.4. All unscheduled Project Works shall be added to the FMR that shall be 

reviewed jointly by the Contractor and the Client on a monthly basis. 
 
8.4.5. Royal Institute of British Architects (RIBA) is a delivery model used by 

the Client where it is deemed at its sole discretion that the Scope of any 
Project Works are such that they require a defined management 
approach, the Contractor shall manage such projects in accordance with 
all the stages of the RIBA Plan of Work 2013 (or subsequent updates) 
and be undertaken in accordance with PRINCE 2 management 
methodologies: 
 
https://www.pedr.co.uk/Content/downloads/RIBA_POW_2013_Templat
e.pdf 
https://www.axelos.com/best-practice-solutions/prince2 

 
8.4.6. All Project Works which are added to the FMR by agreement and do not 

instigate any RIBA fees, shall be executed by the Contractor at cost plus 
an agreed management fee.  This shall include Complexity and Risk 
Analysis and any relevant design requirement. 

 
8.4.7. The Contractor may be invited to procure, and project manage (but not 

execute) on behalf of the Client, Project Works over a total inclusive 
value of the FTL. The Client reserves the right to decide whether or not 
to offer the Contractor such opportunities. 

 
 

8.4.8. The Contractor shall propose and agree with the Client the process by 
which they shall: 

 
8.4.8.1. execute Project Works under the value of the FTL whilst satisfying 

the Client’s need for transparency, competition, demonstration of 
value for money, procurement and partnership; 

8.4.8.2. add into their Project Management fees any additional resources 
required through the delivery of Small/Large projects that require 
the use of specialist services such as quantity surveyor, principle 
contractor role and specification development but exclude any 
design and architectural input this shall be charged separately; 

8.4.8.3. procure and manage Project Works on behalf of the Client over 
the value of the FTL whilst satisfying the Client’s need for 

https://www.pedr.co.uk/Content/downloads/RIBA_POW_2013_Template.pdf
https://www.pedr.co.uk/Content/downloads/RIBA_POW_2013_Template.pdf
https://www.axelos.com/best-practice-solutions/prince2
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transparency, competition, demonstration of value for money 
procurement and partnership; and 

8.4.8.4. assets that are added to the Affected Properties as part of Project 
Works should be added to the PPM schedule where appropriate 
and the contract sum adjusted accordingly taking into account the 
change, addition/reduction of maintenance costs associated with 
the new asset.  

 
8.4.9. The Contractor shall liaise with the relevant authorities and obtain all 

necessary consents and approvals to undertake Project Works and, on 
completion, provide all appropriate documentation that satisfies the 
Client and approving authorities. 
 

8.4.10. Option X8 Collateral Warranties – Undertakings to the Client or Others. 
The forms of undertakings from the Contractor to Others (Contracting 
Authorities (which includes the Client) and Strategic Partners) and from 
Subcontractors to Others (Contracting Authorities (which includes the 
Client) and Strategic Partners) are contained in Appendix C to this 
Scope. 

 
8.4.11. The Contractor shall recognise and adhere to the Scottish Government’s 

Procurement policy when undertaking any Procurement activity on 
behalf of the Client. 

 
8.4.12. The Contractor shall specify the estimating system to be used in 

establishing costs for all scheduled and unscheduled Project Works. 
Standardisation and quality should be demonstrated and may be 
reflected in the use of proforma templates to be utilised in the procedure 
and methodology. The CAFM system should form an integral part of the 
estimating system and should be fully compliant with the coding 
requirements of SFG20, Uniclass 2015 (or later version) and NRM3. 

 
The Client has the right to withhold up to 5% of the total value of Project 
Works executed as determined by the Client, including materials on and 
off site, as retention in projects let under this Contract whose agreed 
value exceeds £50,000, the cumulative value of which shall be released 
half upon completion of the Project Works  (and the Contractor may 
submit an application for payment for such amount of retention  at the 
next assessment interval following completion, in accordance with 
clause 50 of the conditions of contract) and the remaining half at the end 
of the Defects Correction Period  (and the Contractor may submit an 
application for payment for such remaining amount of retention  at the 
next assessment interval following expiry of the Defects Correction 
Period in accordance with clause 50 of the conditions of contract  unless 
the Client considers there to be significant latent Defects, in which event 
the remaining retention shall be released upon rectification of the latent 
defects as determined by the Client to comply with the Project Works 
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requirements in which case the Contractor may submit an application for 
payment at the next assessment interval when the rectification of latent 
defects by the Contractor is completed. 
 

8.4.13. To alleviate on repeated administration for minor/small Project Works 
less than fifty thousand pounds (£50,000) or major/large Project Works 
between fifty thousand and two hundred and fifty thousand pounds (> 
£50,000 and < £250,000), the Contractor shall develop two frameworks. 
This shall help improve on efficiency and turnaround of information 
during busier periods. Regular reviews are required to demonstrate 
performance and adherence to the framework. This shall be subject to 
KPI management.   

 
8.4.13.1. Framework 1 - shall cover any Project Works up to fifty thousand 

pounds (less than £50,000).  This shall be deemed ‘Minor/Small 
Project Works’.  The Contractor shall be required demonstrate 
how they have made these opportunities available to SMEs, third 
sector and supported businesses. 

8.4.13.2. Framework 2 - shall be deemed as ‘Major/Large Project Works’ 
and cover any Project Works between fifty thousand and two 
hundred and fifty thousand pounds (£50,000 and £250,000).  This 
requires the Contractor to make use of Subcontractors who are of 
sufficient size to be able to deal with the complexity and scope of 
works of this value. The Contractor shall be required demonstrate 
how they have made these opportunities available to SMEs, third 
sector and supported businesses. 

8.4.13.3. Any Major/Large Project Works over the value of two hundred and 
fifty thousand pounds (£250,000) the Client shall require the 
Contractor to make use of the Public Contracts Scotland (PCS) 
Portal (or such other Procurement Portal, as the Client shall 
specify). At all times the process shall be transparent, fair and 
provide equal treatment to all participants. 

8.4.13.4. The Contractor shall look to provide sub-contracting community 
benefits where possible through the SMART design and 
deployment of the procurement process, e.g. the provision of 
training opportunities. 

 
8.4.14. For the avoidance of doubt the following table summarises the action 

required, and information contained throughout Section 8.4 for various 
Works/Project Works scenarios, this is explained diagrammatically in 
Schedule 3:  
 
Work/Project 
Scenario 

Cause Action 

1 
If the value of the work 
is less than the FTL and 
is associated with 

All work is completed at 
the Contractors cost. 
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Work/Project 
Scenario 

Cause Action 

remedial works which 
are covered under the 
comprehensive element 
of the Contract. 

2 

If the value of the work is 
less than the FTL and is 
not covered under the 
comprehensive element 
of the contract, this 
would be deemed to be a 
‘Project’. 

All work is chargeable to 
the Client with the 
agreed management fee 
added as detailed in the 
price list. 

3 

If the value of work is 
less than fifty thousand 
pounds.  Framework 1 
shall apply i.e. 
Minor/Small Project 
Works. 

The work may be agreed 
with the Client not to 
require undertaking a full 
RIBA analysis/project 
management approach.  
This shall be entirely at 
the Client’s discretion 
and agreed on a project 
by project basis.  If the 
former then the cost of 
works plus an agreed 
management fee shall 
apply, otherwise the 
RIBA breakdown fee 
shall be applied as per 
the price list. 

4 

Any Project work greater 
than fifty thousand 
pounds but less than two 
hundred and fifty 
thousand pounds 
Framework 2 shall apply 
i.e. Major/Large Project 
Works. 

This may require the 
Contractor to make use 
of a full RIBA 
analysis/project 
management approach 
and is dependent on the 
complexity of the 
Project.  

5 

Any Project work greater 
than two hundred and 
fifty thousand pounds. 

Requires the Contractor 
to make use of the PCS 
Portal and undertake a 
formal tender exercise 
and analysis in line with 
SG policy. It also 
requires the Contractor 
to make use of a full 
RIBA analysis/project 
management approach. 
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8.5. Reactive Repairs and Maintenance  
 

8.5.1. The Contractor shall provide a professionally managed Service, for 
reactive repairs and maintenance 24 hours per day, 365 days per year. 
This Service shall be managed through the CAFM system using a 
system of real-time reporting.  All reactive repairs and maintenance up 
to the FTL (including labour, materials, profit and overhead but excluding 
access equipment and tools) which shall be provided by the Contractor 
within the Price List.   

 
8.5.2. With the exception of emergencies and business critical scientific plant, 

no Project Works with a value in excess of the FTL are to be undertaken 
without the prior agreement of the Client. 

 
8.5.3. It is essential that all maintenance staff working on behalf of the 

Contractor involve themselves fully in the identification of faults. The 
inherent skills of the Contractor’s staff shall ensure the timely 
identification and rectification of faults. Both faults identified by Client 
and Contractor’s staff must be logged through the CAFM system for 
quality analysis. Each reactive Service request must have an associated 
history, including logged time, response time, rectification and 
completion date and time, within the Helpdesk system. 
 

8.5.4. The Contractor shall be responsible for meeting minimum response 
times contained within this Scope to ensure that all reactive tasks are 
carried out as outlined, so that any reactive repairs are completed with 
the least inconvenience or disruption to the business of the Client. 

 
8.5.5. The Contractor shall at all times ensure that sufficient competent, 

appropriately trained staff are deployed to cater for the spectrum of 
planned and unplanned demands on the maintenance Services. The 
Contractor shall ensure that only appropriately trained personnel are 
dispatched to reactive activities. Where interface with electrical, 
mechanical or Medium to High temperature Hot Water systems are 
involved, documented training schemes must be in evidence. 

 
8.5.6. With particular cognisance to reactive lamping, the Contractor must 

ensure that where a Handyperson is utilised to fulfil these activities, 
documented accredited training schemes have been implemented. It is 
the sole responsibility of the Contractor to ensure that all statutory Health 
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and Safety requirements are met in respect of maintenance 
Works/Services/tasks and inspections. 

 
8.5.7. The Contractor shall inform the Client, in the first instance of any and all 

breaches of these regulations together with a programme for rectification 
and measures to safeguard against a repeat. 

8.6. Handyperson Service 

 
8.6.1. The Contractor shall provide an adaptable and responsive Handyperson 

Service to the Affected Properties as required during core service hours. 
Any personnel who execute tasks of this nature shall be adequately 
trained and experienced for the work to be carried out. The Contractor 
shall ensure that personnel are not exposed to danger due to a lack of 
skills. The handyperson Service shall have training and experience in 
the wide range of maintenance and repair requests that are likely to be 
demanded of this Service and the Contractor shall be satisfied of the 
ability of their personnel to carry out duties professionally. 

 
8.6.2. With sole contact being made through and monitored by the Helpdesk, 

the Handyperson Service shall be available to deal with general small 
repairs and decoration on a planned, reactive or ad hoc basis. Tasks 
likely to fall within the remit of the Handyperson Service include but are 
not limited to picture hanging, shelf hanging, carpet issues, movement 
of boxes and small-scale furniture movement etc. 
 

8.6.3. The Client welcomes proposals that maximises the Handyperson 
Services to compliment all other aspects of the Contractor’s workforce. 
The Contractor may be required to demonstrate the validity and 
maximum usage of the Service, and continually seek to drive down costs 
associated with the Service through multi-tasking and re-deployment on 
a daily basis. The Contractor may wish to deliver a mobile response for 
this Service, a methodology and response times should be proposed 
and detailed. 
 

8.7. Accountancy in Bankruptcy (AiB). 
 

8.7.1. One of the Client’s Strategic Partners, Accountancy in Bankruptcy (AiB), 
based at Kilwinning, require properties that vest in AiB as the Trustee of 
a bankruptcy to undertake various Handyperson type work.  This 
includes: 
 

• property clearances; 
• deep cleaning of Affected properties; 
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• securing properties (shutters etc. if required) 
• property drain down (hot/cold water systems and heating 

systems); 
• isolation of utilities; 
• locksmith services; 
• small trades work; 
• recording gas and meter readings, including photographic 

evidence; 
• refill of water and heating systems; 

 
8.7.2. Their staff as well as insolvency practitioners and legal agents shall 

instruct the Contractor to undertake emergency work within a 4 hour time 
frame (if required).  The Contractor shall provide a securing and making-
safe service in the event of break–ins or damage to the external building 
on a reactive basis. This shall include but shall not be limited to the use 
of various trades as highlighted above. 

 

8.8. Spares and Consumables 

 
8.8.1. The Contractor shall include and provide for all consumable items which 

are required to satisfactorily maintain the Services, included but not 
limited to the following: 
 

• lubricating oils and greases; 
• jointing compounds and materials; 
• gaskets, seals and washers; 
• bolts, screws and plugs; 
• cable, conduit and trunking; 
• pipe brackets and supports; 
• corrosion inhibitors, scale inhibitors and antifreeze chemicals; 
• disposable test equipment items; 
• all paints for general repainting of plant, anti-corrosion and colour-

coding; 
• cleansing, degreasing and anti-corrosion fluids and materials; 
• descaling acids and neutralisers; 
• general cleaning equipment and materials; 
• miniature circuit breakers; 
• fuses and wire; 
• cable clips, connectors and grommets; 
• general purpose mastics; 
• electrical contact cleaners; 
• refrigerant gases; 
• panel lamps; 
• lamps; 
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• belts; and 
• filters. 

 
8.8.2. All spare parts and consumable items that are required to be applied as 

part of the contract shall be of the same quality and type as provided for 
the original installation. Spare components shall be of the same 
manufacturer as the equipment being serviced wherever possible. 
 

8.8.3. The Contractor shall be responsible for the safekeeping and storage of 
any materials that may be directly delivered to the Affected Properties. 

 
8.8.4. The Contractor, at its own discretion, shall provide suitable and sufficient 

Critical Spares as it deems necessary to maintain the requirements of 
the assets at each of the Affected Properties  

 

8.9. Exclusions 

 
8.9.1. The following exclusions to this Contract shall apply. Work falling into 

this category shall be charged on a monthly basis as an extra to Contract 
subject to review and agreement in the monthly Contract Performance 
Meeting: 
 
• equipment beyond economic repair (as defined below); 
• misuse abuse operator error; 
• fire, leaks (not caused due to poor maintenance); 
• loss of power from utility Contractor; 
• quoted works for improvement or alteration; 
• labour and materials/parts for Planned and Reactive maintenance 

tasks for repairs; 
• equipment replacement over and above the FTL per any 

individual task; and 
• replacement of Client assets. 

 
8.9.2. Where a Client asset is below the FTL and beyond its economic life it 

shall be replaced at the Contractor’s cost. Where a Client asset is above 
the FTL and beyond its economic life it shall be replaced at the Client’s 
cost unless the reason for replacement is poor service or a service not 
in accordance with the requirements of this Contract by the Contractor 
or a Defect. In all cases, the Contractor shall advise the Client where, in 
their opinion, the Client asset is beyond economic maintenance and 
repair, and is likely to cause ongoing unplanned downtime or pose 
potential Health and Safety Risks. Where replacement has been 
identified on asset value below the FTL the Contractor shall record and 
adjust all records to identify the new asset and its lifecycle. Where 
replacement of an asset above the FTL occurs, the Contractor shall 
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assist the Client in determining suitable replacement options taking into 
account operational use, capital cost, sustainability, emergency 
efficiencies and required life factor. The Client shall be the final arbiter 
on whether an asset is beyond its economic life but shall act reasonably 
in reaching such decisions, taking into account the following: 
 
• if the projected cost of the repair exceeds the cost of replacing the 

asset; 
• non-aggregation of faults resulting in system failure; 
• if the part(s) required to repair the asset are no longer available. 
• any documentary evidence provided by the Contractor in support 

of the claim e.g. maintenance records, trend analysis/data, 
technical reports etc. and 

• misuse, abuse and operator error (as agreed by the Client). 
 

8.9.3. The following exclusions to this Contract shall apply. Work falling into 
this category shall be charged on a monthly basis as an extra to Contract 
subject to review and agreement in the monthly Contract Performance 
Meeting: 
 

8.9.3.1. the Client not following Manufacturer’s Guidelines for use; and 
8.9.3.2. the Client not following Client’s Operational Procedural 

Standards. 
 

8.9.3.3. Below are examples of the two main categories above: 
 

• water damage as a consequence of vandalism; 
• incorrect use; 
• other unapproved contractors repairing an asset; 
• water or cleaning fluid damage due to incorrect cleaning 

procedures by others; 
• damage or failure due to electrical supplies being interrupted or 

altered by supply authorities or contractor; and 
• damage or failure if due to continued use after fault has been 

diagnosed and Client advised not to use asset; 

(in each case by persons who are not the Contractor and/or persons for 
whom the Contractor is responsible). 

8.10. Internal and External Building Fabric Maintenance 

 
8.10.1. The Contractor shall provide a professionally managed, "Planned 

Preventative Fabric Maintenance Service" in accordance with a system 
and programme of building fabric maintenance. This programme shall 
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take account of the Asset registers, planned maintenance schedules and 
all relevant lease obligations. 

 
8.10.2. Planned Maintenance tasks shall be generated through the CAFM 

System on a Monthly basis, in advance.  The Contractor shall provide 
day-to-day repairs to the internal and external fabric. The Contractor 
shall submit notification of the day-to-day repairs via the CAFM System 
to the Client’s Authorised Representative or nominated deputy and 
allocated to the appropriate tradesmen. The works task shall clearly 
identify the Asset type, location and work required. The Client shall agree 
access arrangements for any restricted areas in order to avoid any 
interruption to business. 
 

8.10.3. The Contractor shall provide all necessary access systems, platforms, 
cherry pickers and safety systems necessary to undertake these 
Works/Services/tasks.  These shall be provided at Contractors cost. 

 
8.10.4. The Contractor shall ensure that in instances of spot (reactive) re-

lamping, they acknowledge the need to ensure electrical safety when 
replacing lamps in addition to ensuring consistency in colour balancing 
throughout the area and in keeping with the Client’s requirements. 

 
8.10.5. The Service shall include but shall not be limited to an annual integrity 

inspection and report of additional building fabric components such as 
hearing loops, evacuation chairs, fire curtains, mobile racking systems 
and high-density storage systems etc. 

 
8.10.6. The Contractor shall be required to undertake redecoration works on a 

cyclical/periodic basis to comply with any lease obligations or agreed 
standard for Government freehold buildings where this is requested. The 
Contractor shall liaise with the Client to establish these obligations and 
provide quotations for all redecoration works as is necessary. 

 
8.10.7. Any redecoration work required because of Reactive Maintenance shall 

be included with the Reactive Maintenance work. 
 
8.10.8. The Contractor shall provide an external building fabric cleaning Service 

that shall include gutter clearance and shall ensure drainage systems 
including but not limited to pipes, gutters, manholes and parapet gutters. 
The Contractor shall ensure that these are kept functional at all times 
and remain free from debris, leaves and other blockages at all times. 
 

8.10.9. The Contractor shall provide a securing and making-safe Service in the 
event of break–ins or damage to the external building on a reactive 
basis. This shall include but shall not be limited to boarding up windows 
on a temporary basis and re-glazing of broken windows as a minimum 
requirement. 
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8.10.10. The Contractor shall be responsible for the safe storage and 

maintenance of all equipment issued to them for their use on the 
Contract by the Client. All maintenance works undertaken shall be in 
accordance with the manufacturer’s recommendations. 

 
8.10.11. The Contractor shall be responsible for the provision of: 

 
• repairs; 
• replacement equipment; 
• operator training; 
• certification;  
• risk assessments; and  
• calibration. 

 
8.10.12. The Contractor shall, at the end of the Service Period or on termination 

if earlier, be responsible for the return of all items in their original 
condition, allowing for fair wear and tear, and in good working order.  Any 
items missing or damaged, other than by fair wear and tear, shall be 
replaced by the Contractor at no cost to the Client. 

 
8.10.13. The Contractor shall execute the Service during the core service hours 

and office working hours. The Service may be executed outside these 
hours for operational reasons, to meet deadlines or other particular 
requirements including avoidance of disruption and noise. 

 
8.10.14. The Contractor shall be responsible for the maintenance and statutory 

inspections of the Client’s Health and Safety and building protection 
systems including: 

 
• safety eyebolts; 
• fixed roof edge protection handrail systems; 
• free-standing roof edge protection handrail systems; 
• cradle access systems;  
• fall and arrest safety lifelines and man-safe systems; 
• lightning protection systems;  
• flood protection systems;  
• window and door security equipment, e.g. shutters, window bars 

and grilles; 
• bird protection systems, e.g. nets, spikes and sirens;  
• waste storage and recycling facilities; 
• external fire exits and fire escape routes;   
• external lighting systems, including pathway and street lighting; 

and 
• external vehicle storage facilities e.g. cycle and motorcycle 

enclosures. 
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8.10.15. The Contractor shall ensure that fire doors are maintained and in efficient 

working order and carry out periodic examination to ensure that the fire 
door: 

 
• closes fully into its frame;  
• the intumescent and smoke seals are fitted and not damaged; 
• the gap between the door and its frame is between 3-5 mm and 

the door has no sign of physical damage  
• the door has appropriate signage in line with the Client’s policies 

and statutory requirements; and 
• has full records and documentary evidence to support the above. 

 
8.10.16. The Contractor shall submit a report on of the condition of the Statutory 

PPM items that shall be agreed with the Client prior to the 
commencement of the first round of inspections. 

 
8.10.17. The report shall be submitted electronically to the Client within 5 (five) 

Working Days of undertaking the inspection and shall be reported via 
email by the Contractor within twenty-four hours of the inspection of any 
Defects of a Health and Safety nature it finds during the course of its 
inspection together with a recommendation for remedial action if Defects 
cannot be fixed during the inspection. 

 

8.11. Mechanical and Electrical Maintenance  

 
8.11.1. The Contractor shall provide a professionally managed Mechanical and 

Electrical ("M&E") Maintenance Service that ensures the maintenance 
and operation of all items of plant and equipment within the Affected 
Properties, are in accordance with the Client’s requirements. 

 
8.11.2. The Contractor shall ensure the successful operation and optimum 

condition of all of the Client’s mechanical, electrical, plumbing and 
drainage systems where applicable. The Contractor shall ensure they 
are maintained at best performance in accordance with manufacturers’ 
and installers’ recommendations and statutory obligations. An asset 
register detailing all of the plant and systems to maintain is provided 
within the Data Pack. 

 
8.11.3. For the avoidance of doubt, these requirements include the maintenance 

of all gas, coal, biomass, LPG and oil-fired systems and all associated 
infrastructure, to include storage tanks, pipework, flues, chimneys and 
air supply systems, cylinder storage facilities, bund storage equipment 
and detection systems as present within each Affected Property. 
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8.11.4. The Contractor shall be responsible for the inclusion of all Assets 
irrespective of their inclusion/omission from the asset list provided. 

 
8.11.5. The Contractor shall implement an annual PPM programme that fully 

meets the maintenance requirements of the Chartered Institution of 
Building Service Engineers ("CIBSE") SFG20, or if not applicable, the 
maintenance requirements specified by the manufacturers, the Heating 
and Ventilation Contractors Association ("HVCA") and other relevant 
professional bodies. The overriding responsibility of the Contractor shall 
be to ensure that maintenance Services to the built and installed Assets 
within the Affected Properties are delivered as required. 
 

8.11.6. The Contractor shall provide and review the current PPM schedule 
during the Mobilisation Phase. The Contractor shall ensure the 
maintenance and operation of the built and installed Assets, within each 
of the Affected Properties are maintained and operational for the 
duration of the Service Period. 

 
8.11.7. Information on the specific built and installed Assets, in the form of 

reports and surveys, has been included within the Data Pack to assist 
the Contractor in preparing a relevant maintenance strategy, but in no 
way limits the overall responsibility of the Contractor. 

 
8.11.8. The Contractor shall satisfy itself as to the accuracy of the information 

provided by the Client. 
 
8.11.9. It is a fundamental requirement of the Services that the Contractor is 

cognisant of the intimate relationship between operational elements and 
those elements of life cycle management. The Contractor shall provide 
the Client with a demonstration of the appropriate methodologies. The 
Contractor shall look to implement a holistic annual PPM schedule to 
maximise the life of all built and installed Assets. 

 
8.11.10. The Contractor shall transmit notification of the planned maintenance via 

the CAFM System to the Client’s Authorised Representative or their 
nominated deputy and allocate to the appropriate tradesmen. The works 
task sheet shall clearly identify the Asset type, location and work 
required. The Client’s Authorised Representative shall agree access 
arrangements for restricted areas in order to avoid any interruption to 
business. 

 
8.11.11. The Contractor shall provide all PPM activities, other than daily 

nominated or advised tasks, within seventy-two hours of scheduled date. 
 
8.11.12. The Contractor shall monitor the Services so that operating conditions 

can be maintained, and the quality of Service provision can be recorded. 
The Contractor shall be responsible for establishing and maintaining the 
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necessary systems including the use of the CAFM System to log and 
record responses to problems as they occur as well as recording 
performance of equipment, systems and Contractor Staff. 

 
8.11.13. Special note shall be made of specific warranty period maintenance 

requirements. 
 

8.12. Ventilation and Air Conditioning Systems Maintenance  

 
8.12.1. The Contractor shall maintain ventilation, comfort cooling and air 

conditioning systems by using the same principles employed for other 
mechanical and electrical systems. Some of the air conditioning systems 
shall be designated by the Client as business-critical systems where 
appropriate e.g. Saughton House Data Centre. 

 
8.12.2. This provision includes all catering extract and forced air systems 

inclusive of ductwork and terminal units. 
 
8.12.3. The insides of ventilation and air conditioning ductwork shall be kept 

clean in accordance with requirements (below). The Contractor shall 
maintain the systems and ensure compliance with legal obligations in 
respect of health and safety and the management of greenhouse gases 
and ozone depleting substances and any other Specification or Standard 
required by the Client. 

 
8.12.4. The Contractor shall thoroughly clean general mechanical ventilation 

and environmental systems. This shall include air conditioning systems, 
ductwork and extract hoods on an ad hoc basis and upon the instruction 
of the Client’s Authorised Representative to ensure that they are kept 
free from anything which may contaminate the air. 

 
8.12.5. The Contractor shall preserve a satisfactory standard of hygiene within 

air distribution and extract systems. 
 
8.12.6. The Contractor shall fully comply with all obligations as required under 

the TM44 and F-Gas Regulations. 
 

8.13. Re-Lamping 

  
8.13.1. The Contractor shall adopt an organised approach to re-lamping across 

the Affected Properties. The Contractor shall monitor this Service for 
efficiency with a view to achieving the greatest possible reductions in 
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replacement frequency and cost. A consistent colour/warmth render is 
critical in presentational and prestige areas. 

 
8.13.2. The Contractor shall be cognisant of the impact that lighting control 

systems have on the life expectancy of lamps. The Contractor shall 
make proposals for the enhancement and expansion of lighting control 
systems. 

 
8.13.3. The Contractor shall ensure that luminaires and light fittings are kept in 

good repair and are cleaned and maintained to ensure optimum 
performance. 
 

8.13.4. The Contractor shall ensure that all lamps and tubes in prestige areas 
such as reception areas and ministerial suites, in conference and 
meeting rooms and all emergency lighting shall be fully operational at all 
times subject to response and rectification times. 

 
8.13.5. The Contractor shall ensure that control and execution of this Service is 

managed entirely by the CAFM System in line with the overall PPM 
schedule and subject to the same performance Standards. The 
Contractor shall ensure that all reports and recommendations are held 
centrally within the CAFM System. In instances of reactive lamping, the 
Contractor shall acknowledge the need to ensure electrical safety when 
replacing lamps in addition to ensuring consistency in colour balancing 
throughout the area and in keeping with the Client’s requirements.  

 
8.13.6. The optimum replacement frequencies for lamps may be determined by 

the Contractor, whilst maintaining the specified lighting levels in 
accordance with targets published by the Client and in accordance with 
industry guidance embodied within HS(9)38 Lighting At Work, CIBSE 
Publication LG 03, areas for Visual Display Terminals and any other 
relevant legislation. 

 
8.13.7. The Contractor shall work alongside the Client to identify opportunities 

for greater efficiencies in lamping as technology develops.  
 
8.13.8. The Contractor shall dispose of old fluorescent tubes in accordance with 

environmental best practice and any relevant legislation, using the most 
economically advantageous method. Where appropriate, this may mean 
taking advantage of any national or cross-Government contracts to 
which the Client has access. 
 

8.13.9. The Contractor shall assess new lamp technology (such as LED) before 
re-lamping an area(s).  Where this upgrade takes place, a review of the 
consumables and the Charges shall be considered via a Variation in 
Contract. 
 



 23 June 2020 

84 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

8.14. Fire Detection and Fire-Fighting Systems 

 
8.14.1. The Contractor shall annually test all fire-fighting equipment. All systems 

shall be tested including: 
 

• extinguishers; 
• voice alarm systems; 
• smoke pressurisation and extraction systems; 
• suppression systems; 
• public address systems; 
• evacuation chairs; 
• lift evacuation systems; and 
• emergency communications systems (refuges). 

 
8.14.2. The Contractor shall be responsible for resetting all equipment upon 

completion of the fire alarm testing, to include air conditioning systems, 
gas supplies and gas suppression systems. 

 
8.14.3. The Contractor shall test fire detection systems in a manner that ensures 

full functionality of the fire system and associated devices.  The 
Contractor shall undertake the tests at a time to be agreed with the Client 
and in accordance with the manufacturer and installer’s statutory 
requirements. The results shall be recorded within each Affected 
Properties’ building logbook and centrally within the management 
regime and passed to the Client’s Authorised Representative at each of 
the Affected Properties. 

 
8.14.4. All abnormal test results shall be immediately advised to the Client and 

dealt with under the auspices of the Reactive Maintenance Services. 
 
8.14.5. It is the responsibility of the Contractor to update the CAFM 

System/helpdesk of each instance where works are raised because of 
testing of firefighting or detection systems. 

 
8.14.6. The Contractor shall maintain Fire Safety Plans and Fire Risk 

Assessments for each Affected Property as appropriate and update 
these (minimum of every eighteen months) to incorporate any changes 
or enhancements to the fire safety systems or building layouts. 

 
8.14.7. The Contractor shall inform the Client’s Authorised Representative when 

they are to undertake maintenance work to the fire safety systems. This 
shall be carried out in line with the Client’s policies for example The Fire 
(Scotland) Act 2005. 
 



 23 June 2020 

85 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

8.15. Lifts, Hoists and Conveyance Systems 

 
8.15.1. The Contractor shall provide a fully comprehensive maintenance regime 

to the lifts, hoists and conveyance systems within each of the Affected 
Properties as appropriate and in accordance with all requirements of the 
Lifting Operations and Lifting Equipment Regulations (LOLER). The 
Contractor shall be responsible for meeting minimum response times 
contained within the performance regime if there are problems with the 
system’s components, items and panels. 

 
8.15.2. The Contractor shall ensure that all necessary information regarding the 

lifting and conveyance system are recorded within the CAFM System. 
The Contractor shall: 

 
• act as the duty-holder for the lifts; 
• manage the thorough examination of lifts by an independent 

competent person and forward reports to the Client; 
• keep lift records; 
• act on any recommendations that cost less than the FTL; 
• inform the Client of any lift that is out of Service, the reason why 

and the time the lift shall be back in Service; 
• ensure that lift cars are taken out of Service in the case of 

potentially dangerous situations; 
• ensure the competency of those who carry out the work and train 

all Staff in the rescue and freeing of trapped passengers; 
• ensure all lifts throughout the Affected Properties allow for 

permanent communication to the Client’s Security Control Room 
and/or lift Contractors monitoring centre; 

• ensuring the availability of replacement parts; 
• carry out a detailed risk assessment for all works; and 
• Include fireman lifts and lift evacuation systems. 

 

8.16. Security, Access and Intruder Systems 
 

8.16.1. The Contractor shall maintain existing CCTV and Intruder systems and 
any new systems put in place, to ensure their proper functioning 
throughout the course of the Service Period. It shall be the Contractor’s 
responsibility alone to ensure the continued functioning of the CCTV and 
Intruder equipment and any failure that leads to a weakness in security 
is rectified within agreed timescale on a case-by-case basis. 

 
8.16.2. The Contractor shall liaise with the Client’s security representative and 

any relevant Government security equipment specialists over the issues 
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of security, access and intruder system including synergistic areas 
where security provision is supplied directly by Government Staff. 

 
 
 

8.17. Safety Film 

 
8.17.1. The Contractor shall ensure the integrity of safety film present at the 

relevant Affected Properties and shall ensure that no window presently 
protected is compromised by failure of the film coverings. 
 

8.18. Audio Visual (AV) Systems 

 
8.18.1. The Contractor shall ensure that any Audio-Visual equipment or other 

equipment which is designed to display or take input from portable media 
is maintained, replaced or provided with suitable adaptors such that it is 
compatible with the prevailing standards at all times.  The maintenance 
of this is to be on a pass-through cost basis. 
   

8.18.2. Audio Visual equipment must comply with energy efficiency standards 
(Energy Star or equivalent).  

 
8.18.3. The Contractor shall ensure that equipment is fully operational at all 

times and that in the event of a failure in use that a robust and timely fix 
(replace/repair) can be delivered.  The Contractor is to provide a detailed 
methodology on how this Service is to be achieved including time 
responses to ensure minimum disruption to any event/failure is 
delivered.  The Client has provided a limited inventory of Estate AV 
equipment within the Data Pack. The Contractor shall be responsible for 
updating this inventory on an ongoing basis as required. 
 

8.19. Standby Power Systems Maintenance 

 
8.19.1. The Contractor is responsible for the maintenance and operation of 

backup generators and uninterrupted power supply equipment and shall: 
 

8.19.1.1. ensure that the backup equipment is available at all times and 
starts automatically with a mains power supply interruption or 
fluctuation; 

8.19.1.2. liaise with the Client at each facility as appropriate to arrange for 
the load testing of this equipment;  
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8.19.1.3. arrange for a full-load-test by means of a load-bank to be carried-
out at least once annually; 

8.19.1.4. be responsible for the accurate recording of all systems/essential 
Services that are connected to the generators and 
Uninterruptable Power Supply ("UPS") systems (also see ‘Black 
Starts’); 

8.19.1.5. be responsible for ensuring that the systems are not overloaded 
and the balance between phases is maintained; 

8.19.1.6. ensure that fuel levels in storage tanks are maintained at a 
minimum of seventy-five per cent (75%) capacity; 

8.19.1.7. ensure that invoices for fuel are dealt with as Pass Through Costs; 
and 

8.19.1.8. conduct as a minimum one annual ‘black-start’ test on all standby 
power systems installed; 
 

8.19.2. Details of all sites that have Standby Generator requirements are 
provided in the Data Pack. 

 
8.19.3. The Client requires for those Affected Properties identified in the Data 

Pack a ‘Black Start’ of all its Standby Generator equipment.  In the 
context of the Client’s Standby Power supplies, a ‘Black Start’ is the 
capability of the Generator and associated control systems to enable it 
to restart after a power failure. The main purpose of ‘Black Starts’ is to 
allow fast restoration of power to each of the Affected Properties 
essential services when a power failure, or black out, occurs.  In the 
interests of minimising disruption to business continuity, a timetable has 
been agreed with each of the Client’s occupying departments and 
tenants.  This represents an established programme of ‘Black Starts’ 
across the year that recognise both business need and spread the 
pressure on the Contractor’s staff (as well as Specialist Contractors) and 
the Client’s staff.  For these reasons, it is critical that this programme of 
‘fixed’ weekends is maintained in all but the most important of 
circumstances.  A basic timetable template is included in the Data Pack 
showing when these planned test dates are due to happen.  A key 
element of being able to adhere to this approach on an on-going basis 
is communication with the Client’s occupying departments and 
tenants.  This shall be done by the Client’s staff. 
 

8.19.4. On completion of each Black Start a detailed report with RAG status 
identifying: 
• the location of back-up power sources i.e. generators, 

uninterruptible power supplies etc. 
• a schematic of the electrical distribution system showing the inter-

relationship of essential (business critical loads) and normal 
supplies. 

• basic information in relation to duty, size, age of equipment, and 
remaining economic life (including fuel tank and fuel). 
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• the regularity of the testing regime (off-load and full load) and any 
other planned maintenance activities e.g. fuel tests. 

• the maximum run-time per site assuming a fully fuelled system.       
• the extent of coverage i.e. is the entire Affected Property covered or 

is there selective cover; 
• if the emergency power generation equipment is correctly sized 

against the demand placed on it; 
• the connectivity status of all business critical equipment and ensure 

there is no cross over to non-essential circuits; 
• physical security measures that are/should be in place to protect 

generator equipment, connecting cables and fuel oil storage 
systems; 

• what key procedures need to be adopted during mains power 
failure and make these simple to follow i.e. use step-by-step check 
lists or flow-charts; 

• options that look at short-term emergency call-off contracts to rent 
or lease portable electric generators. 
 

8.19.5. The detailed report must be submitted to the Client 3 (three) weeks after 
each test. 
 

8.19.6. During Black Starts, it is often opportune to undertake maintenance on 
plant and equipment that would otherwise be difficult to do under normal 
Fixed Wire Testing regimes.  This includes, but is not limited to: 
• Power Factor Control Planned Maintenance; 
• Low Voltage (LV) ACB servicing; 
• High Voltage (HV) ACB servicing; 
• Busbar inspections; 
• Earth tightness checks; 
• LV distribution 5 yearly inspections; 
• Emergency lighting checks; 
• Tripping battery replacements HV/LV 
• Fire Alarm battery replacements 
• Security system battery changes 
• Thermal imaging of switchgear 
• Generator load bank testing 
• Uninterruptible Power Supply load bank testing (Saughton House 

only)  
• All up-line systems from the generator should also be tested, as far 

as the 11kV supply where applicable. This ensures the integrity of 
the ‘whole system’ is tested and simulates a real-life power outage. 
 

8.19.7. Maintenance of all such systems must be considered and shall be 
developed during the Mobilisation Phase. 
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8.20. Hard Landscaping Maintenance 

 
8.20.1. The Contractor shall provide Hard landscaping Maintenance which 

includes: 
 

• footways/footpaths/pavements/road surfaces (including road 
drainage); 

• courtyard and terrace paving; 
• steps and ramps to entrances; 
• car parking areas; 
• kerbs, edgings and pre-formed channels; 
• fencing, gates and boundaries (internal as well as external to the 

boundary line); 
• lighting columns and lit bollards; 
• external furniture including but not limited to wooden furniture, 

bicycle shelters, sculptures etc.; 
• snow and ice clearance; 
• leaf and litter clearance; 
• road markings; 
• all line paintings/markings and graphics depicting car park spaces 

boundaries and directions; 
• automatic barriers and their controls; 
• fixed and adjustable bollards; and 
• playground areas and soft surfaces e.g. VQ Nursery 

 
8.20.2. The Contractor shall ensure that all external hard surfaces are kept safe, 

clean, tidy and free of potholes. 
 

8.20.3. The Contractor shall ensure that Planned and Reactive Maintenance 
activities maintain areas of hard landscaping that are safe, free of 
Defects and prevent any dangers or hazards to the Client, its staff and 
building users. 
 

8.20.4. The Contractor shall ensure that fences, gates and boundaries are 
maintained and replaced to deter unauthorised access and retain the 
appearance of well-kept facilities. 

 
8.20.5. The Contractor shall ensure that all external wooden furniture, bicycle 

stores and the like are well maintained, regularly cleaned and kept in 
good repair.   

 
8.20.6. The Contractor shall respond to requests for Reactive Maintenance 

placed via the helpdesk and shall ensure that a pro-active approach is 
taken to maintenance of hard landscaping and shall take advantage of 
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the ability of the CAFM System to incorporate these activities into a PPM 
schedule. 

 

8.21. Winter Maintenance 

 
8.21.1. The Client requires the provision of a professionally managed snow; ice 

clearance and gritting/salting Service to and around the Affected 
Properties (refer to Data Pack Matrix for details). The Contractor shall 
utilise national and local weather forecasting information to predict 
conditions and take preventative measures to maintain safe surfaces for 
pedestrian and vehicle users. All roads, car parks, pathways, fire exits, 
entrances and other affected surface areas of the Affected Properties 
shall be free of snow and ice and kept in an anti-slip condition. The 
Service shall include a 24 hours per day, 7 days per week service as 
necessary to ensure surfaces are clear during all occupied periods. 
Local grit bins and materials shall be provided by the Contractor to allow 
their Service staff access to materials in some smaller and remote 
Affected Properties. Proactive reporting on Service delivery and grit or 
salt distribution (tonnage/kg) is required. Particular care should be taken 
during snow clearing not to damage the Client’s property.  
 

8.22. Soft Landscaping Maintenance 

 
8.22.1. The Contractor shall provide a fully comprehensive soft landscaping 

Service at the Affected Properties (see Data Pack Matrix for details). The 
Service may be integrated with other external Services (such as cleaning 
and hard landscaping maintenance) so that there shall be no duplication 
of tasks in external areas. The Contractor shall maintain all external 
planted areas and shall ensure the maintenance of healthy and vigorous 
plants with a tidy weed-free appearance. 
 

8.22.2. The Contractor shall provide a horticultural Service in respect of the 
provision and maintenance of external planting in beds and containers. 
All plants shall be maintained to ensure a pleasing and tidy appearance. 
All plants and shrubs shall be maintained so that they are in healthy 
growth. All plants and shrubs that have died or appear to be dying shall 
be removed and replaced as soon as possible by a suitable, comparable 
replacement. 

 
8.22.3. The Contractor shall provide a maintenance Service in respect of all 

grassed areas. Grassed areas shall be maintained to a good aesthetic 
standard at all times with all grass cuttings removed from site. The Client 
shall outline the maintenance standards to be adopted with regard to any 
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sports fields, all weather surfaces or multi-use games area e.g. at 
Victoria Quay 
 

8.22.4. The Contractor shall ensure that the Mandatory Level of the Government 
Buying Standard for Horticultural and Park Services requirements are 
complied with, 
 
https://www.gov.uk/government/publications/sustainable-procurement-
the-gbs-for-horticulture-and-park-services 
 
in addition, as a minimum ensure that:  
 

8.22.4.1. all plant specimens are kept to a height and form which is safe 
and in accordance with good horticultural practice; 

8.22.4.2. all pots/containers are cleaned and replaced where necessary; 
8.22.4.3. all external soft landscaped areas are kept safe, clean and tidy 

and shall be responsible for the removal of all litter, leaves and 
debris and for emptying all external waste receptacles, to include 
dog litter bins in accordance with hazardous waste regulations; 

8.22.4.4. Planned and Reactive maintenance activities and maintained 
areas of soft landscaping and planting are safe and free of 
Defects;  

8.22.4.5. ensuring pathways are maintained accessible;  
8.22.4.6. that they prevent any dangers or hazards to the Client, its Staff 

and building users; 
8.22.4.7. all areas are kept free of an accumulation of leaves, weeds and 

any other solid matter; 
8.22.4.8. all trees (irrespective of height) are maintained to ensure the 

safety of the Client and its Staff; 
8.22.4.9. an annual tree survey is undertaken; 
8.22.4.10. soil improvers shall not contain peat or sewage sludge; 
8.22.4.11. growing media shall not contain peat; 
8.22.4.12. all products and Services procured shall comply with the latest 

version of the Horticultural Code of Practice covering invasive 
non-native plants; 

8.22.4.13. growing media should meet quality Standards as set out in under 
the PAS100 and the Quality Protocol;  

8.22.4.14. plants shall not be supplied in or with growing media containing 
peat. It is accepted that a residual amount of peat may remain 
from its use in the original propagation of a plant; and 

8.22.4.15. all debris arising from the performance of the works is promptly 
removed from the Affected Properties and disposed of in 
accordance with the environmentally parameters referred to 
under Section 5.7. 
 

8.22.5. The Contractor shall consider in every instance whether the use of any 
form of chemical (for uses including but not limited to fertilizer, pesticide 

https://www.gov.uk/government/publications/sustainable-procurement-the-gbs-for-horticulture-and-park-services
https://www.gov.uk/government/publications/sustainable-procurement-the-gbs-for-horticulture-and-park-services
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and herbicide) is strictly necessary before application. The Contractor 
shall only use chemicals specifically approved for the purpose for which 
it is intended as dictated by the Control of Pesticides Regulations, the 
conditions of approval for the chemicals and any other relevant code of 
practice issued by the Department for the Environment, Food and Rural 
Affairs. The Contractor shall ensure compliance with the Client’s policy 
on Greening Operations at all times. 

 
8.22.6. Where invasive weeds are present the Contractor shall inform the Client 

and be responsible for putting in place surveillance regimes in line with 
statute (Wildlife and Countryside Act 1981 and Weeds Act 1959) to 
identify notifiable and invasive weeds to initially control and stop their 
spread with an objective to totally eradicate them. 

 
8.22.7. All chemicals shall be applied in accordance with manufacturers’ 

instructions and in accordance with all relevant Health and Safety codes. 
Use of pesticides and artificial fertilisers shall be minimised, by for 
example switching to natural methods of controlling weeds, insects and 
fungi wherever possible and maintaining soil fertility. The Contractor 
shall whenever possible substitute all slow renewables, such as peat, 
with organic wastes such as compost, manure, leaf mould, bark 
chippings and coir. Additionally, the Contractor shall maintain the 
Grounds of the Affected Properties by using good husbandry and 
encouraging native flora and fauna. 
 

8.23. Tree Surgery (Arboriculture) 

 
8.23.1. The Contractor shall develop and implement an arboriculture 

management plan for the Affected Properties.  This plan shall be 
informed by an annual tree survey. 

 
8.23.2. The Contractor shall ensure that all staff carrying out tree surgery 

Services are National Proficiency Tests Council qualified (or equivalent) 
in Arboriculture, and that all work is carried out to BS 3998 Standard.  
Any third-party Contractor(s) used by the Contractor for performing Tree 
Surgery Services shall be a full member of the Arboriculture Association. 

 
8.23.3. The Contractor shall seek Approval from the Client before trimming or 

felling any trees, particularly trees that are protected via a Tree 
Preservation Order. 
 

8.24. Ponds and Water Features 
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8.24.1. The Contractor shall provide a maintenance Service in respect of ponds 
and external water features where applicable. Ponds shall be free from 
excessive plant remains, weeds and sludge to maintain a healthy 
biological balance. 

 
8.24.2. The Contractor shall provide water quality testing and reporting, in-line 

with environment agency best practice including L8:  Control of 
Legionella testing of water features. 
 

8.25. Internal Planting 

 
8.25.1. The Contractor shall provide, either by rent or ownership, all internal 

planting for the Affected Properties as directed by the Client. 
Arrangements shall be made during the Mobilisation Phase for the 
removal of all plants provided under the existing Contract and their 
replacement by the Contractor in selected Affected Properties. The 
Contractor shall then provide a horticultural Service in respect of further 
provision and the maintenance of all indoor planting. All plants shall 
require to be maintained to ensure a pleasing and tidy appearance and 
to remain disease free and in healthy growth. All plants that have died 
or appear to be dying shall be removed and replaced as soon as possible 
by suitable comparable replacements. All plants shall be of a size and 
quality to reflect the status of the property they enhance. 
 

8.25.2. The Contractor shall ensure that: 
 

8.25.2.1. all plant specimens are kept to a height and form which is safe, 
appropriate for an indoor plant, takes cognisance of its position 
within the Affected Properties and accords with good horticultural 
practice; 

8.25.2.2. a fully detailed asset register detailing all plant specimens is kept 
by the Contractor detailing type, location, condition and frequency 
of visit for all plants on display at each location; and 

8.25.2.3. all pots/containers are cleaned and replaced where necessary 
and no instances of damaged pots or containers occur at any 
time. 

 
8.25.3. The Contractor shall consider in every instance whether the use of any 

form of chemical (for uses including but not limited to fertilizer, pesticide 
and herbicide) is strictly necessary before application. The Contractor 
must only use chemicals specifically approved for the purpose for which 
it is intended as dictated by the Control of Pesticides Regulations, the 
conditions of approval for the chemicals and any other relevant code of 
practice issued by the Department for the Environment, Food and Rural 
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Affairs. The Contractor shall ensure compliance with the Client’s 
Environmental Policy at all times. 

 
8.25.4. All chemicals shall be applied in accordance with manufacturers’ 

instructions and in accordance with all relevant Health and Safety codes. 
 

8.26. Control of Asbestos 

 
8.26.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. 
 
8.26.2. The Contractor shall maintain an Asbestos Register such that it contains 

a comprehensive Schedule of all areas within each premise that contain 
asbestos or asbestos-based products or other deleterious materials.  
See the Data Pack for copies of existing Asbestos Registers and 
Asbestos Management Plans. 

 
8.26.3. The Contractor shall publish and convey the contents of the Asbestos 

register to its entire Staff that are likely to be at risk of interfacing with 
this substance or have an interface with activities that may expose them 
to this substance. 
 

8.26.4. The Contractor shall ensure that: 
 

8.26.4.1. the process of identifying, signing and tagging all areas is kept up 
to date and that the condition of the identified material is 
monitored in accordance with legislative requirements; 

8.26.4.2. immediate notification to the Client is made of any concerns 
regarding previously unidentified asbestos containing material; 

8.26.4.3. all identification, tagging, monitoring and removal is to be carried 
out by employing a suitably licensed and competent specialist; 

8.26.4.4. all activities, irrespective of their level of complexity are executed 
within areas identified as having asbestos or other deleterious 
materials, shall be provided with full method statements for safe 
execution of their task;  

8.26.4.5. they appoint trained and competent Staff to carry out inspections; 
and 

8.26.4.6. all certification is held within the CAFM system. 
 

8.27. Water Hygiene 

 
8.27.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. 
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8.27.2. The Contractor shall undertake, implement and produce a regime to 

carry out annual Legionella Risk Assessments and produce a detailed 
report of the entire systems within the Affected Properties, setting out 
any areas of risk and recommendations to reduce or remove the risks, 
schematic drawings of the hot water systems and photographic evidence 
of all areas of risk. 

 
8.27.3. The Contractor shall provide water hygiene Services including a 

cleaning and disinfection regime in accordance with current HSE 
requirements. 

 
8.27.4. The Contractor shall produce and implement an inspection and 

monitoring regime to check systems and plant for performance, 
cleanliness, contamination and damage. Temperatures shall be 
monitored to ensure that the required standard of control is reached 
within the code of practice guidelines. 

 
8.27.5. The Contractor shall report any anomalies that may be detected, and 

detail corrective works where required. Site records shall be audited and 
amended. 

 
8.27.6. The Contractor shall produce, implement and undertake a regime of 

bacteria sampling to detect Legionella, E-coli and any other water bound 
bacteria. In addition, all drinking water drain off points including chilled 
water supplies shall be tested both for chemical/mineral and 
bacteriological contamination these shall be undertaken on 6-monthly 
and monthly frequencies samples shall be tested in laboratory conditions 
and reported on accordingly.  Testing shall be undertaken on a rolling 
basis. 

 
8.27.7. The Contractor shall empty tank bunds of all contaminated and 

uncontaminated water and dispose of water in a manner that accord with 
the level of contamination. 

 
8.27.8. The Contractor shall ensure that dead legs, showers, tanks and drain-

off points are flushed through regularly. A regime shall be drawn up and 
implemented to record such activities within sites where low-flow/no- 
flow outlets and tanks are present. 
 

8.28. Statutory Inspections 

 
8.28.1. The Contractor shall be responsible for ensuring that all Affected 

Properties are statutorily compliant. 
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8.28.2. The Contractor shall set up, implement and undertake an annual 
programme of statutory inspections to ensure all equipment receives the 
required inspections at the correct time. The programme shall be issued 
to the Client two months in advance of all works taking place. The 
Contractor shall at all times comply with all relevant European 
Community, UK and Scottish statutory and legislative requirements 
including any alterations to policy as may take place and shall be the 
sole point of contact for any of the Client’s concerns with the aspect of 
performance. Reports shall be held electronically on the CAFM system. 

 
8.28.3. Periodic inspections shall be made by Public Health, Hygiene, Fire 

Inspectors, Client’s Technical Audit, landlord and other such persons. 
The Contractor shall co-operate with the persons executing these 
inspections. 

 
8.28.4. Electrical Testing shall be undertaken in accordance with the latest 

Edition of the Wiring Regulations as published by the Institution of 
Electrical Engineers and any other relevant legislation. Fixed wiring 
installations shall be subject to testing at intervals not exceeding five 
years. Reference to all appropriate Standing Instructions (S.I.) shall be 
made, e.g. S.I. 1989 No 635, the Electricity at Work Regulations or 
equivalent and other relevant standards or legislation. The control and 
execution of this Service shall be managed entirely by the CAFM system 
in line with the overall PPM regime and subject to the same performance 
standards, whether fulfilled by direct personnel or sub-contracted 
element. All reports and recommendations shall be held centrally within 
the CAFM system and be available for inspection by the Client at any 
time. 
 

8.28.5. The Contractor shall be responsible for the provision of all written 
schemes of examination as required at each Affected Property. These 
shall include: 

 
• hot water boiler systems; 
• heating Medium Temperature Hot Water and High Temperature 

Hot Water; 
• steam boilers and ovens; 
• pressure vessel systems; 
• refrigerant plant; 
• compressed air systems; and  
• lifting equipment. 

 

8.29. Portable Appliance Testing (PAT) 
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8.29.1. Portable Appliance Testing (PAT) of Client equipment shall be carried 
out in accordance with this Scope. As a minimum, testing shall be 
implemented in accordance with the Code of Practice for In-Service 
Inspection and Testing of Electrical Equipment published by the 
Institution of Electrical Engineers and any other relevant legislation. PAT 
testing shall be risk-based and take cognisance of individual 
equipment’s usage and location. The Contractor shall intimate the 
expected frequency based on the risk presented to the Class 1 and 2 
electrical and electronic equipment of the Client by the working 
environments within the Affected Properties. 

 
8.29.2. As an integral part of this contract the Contractor shall test, wherever 

practicable, any item of equipment introduced to the site prior to it being 
first used.  If testing is not carried out, it shall be tested at its next due 
test date if it is introduced in between testing periods.  The warranty 
period for such items shall be deemed sufficient to allow for this lapsed 
time. Once tested, items shall be tagged and logged in accordance with 
the above regime by the Contractor. 

 
8.29.3. The control and execution of this Service shall be managed entirely by 

the CAFM system in line with the overall PPM regime and shall be 
subject to the same performance standards, whether carried out by the 
Contractor’s directly employed personnel or by subcontracted 
personnel. All reports and recommendations shall be held centrally 
within the CAFM system. 

 

8.30. Building Management Systems (BMS) 

 
8.30.1. The operation of the Client’s Building Engineering and Environmental 

Services is, where possible, to be achieved through the BMS. It shall be 
the Contractor’s responsibility to operate BMS in a competent, pro-active 
manner so as to control all of the systems and the internal environment 
and to maintain a secure and reliable Service, within agreed control and 
operating parameters. The Contractor shall monitor any departures from 
these agreed environmental parameters and shall take actions to rectify.  
See Data Pack for types of BMS systems utilised across the Affected 
Properties. 

 
8.30.2. Before adjusting set-points or modifying software the Contractor shall 

fully understand the effect these actions may have on the air conditioning 
process and take cognisance of the internal and external environment 
as well as specialist systems. 
 

8.30.3. The Contractor shall ensure that the BMS is periodically upgraded as 
and when software versions are issued. 
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8.30.4. The Contractor shall ensure that the BMS forms part of the maintained 

Assets and is maintained and Serviced as part of the general 
maintenance regime. 

 
8.30.5. The Contractor shall ensure that the BMS is configured to operate 

building systems at optimum energy efficiency. 
 
8.30.6. The Contractor shall operate the systems in a competent, pro-active 

manner to control all of the systems and the internal environment and to 
maintain a secure and reliable Service. 

 
8.30.7. The Contractor shall undertake an Estate-wide audit/review of the 

existing BMS infrastructure. The Contractor shall provide a detailed 
technical report during the first Contract Year that describes a 
development strategy for the infrastructure to enhance/replace the 
existing system(s) for optimum control and efficiency of plant, equipment 
and systems. 
 

8.31. Locksmith Services 

 
8.31.1. The Affected Properties of the Client incorporate ironmongery that shall 

require specialist locksmith Services with respect to their continued use. 
The Contractor shall ensure that notification of a requirement for 
locksmith Services in any morning period shall be satisfied that day and 
similarly any afternoon notification shall be satisfied next morning. 

 
8.31.2. The Contractor shall demonstrate through the appropriate level of 

security clearance, as specified by the Client, that any personnel 
involved in these Services are appropriate to the operating environment. 
Locksmith Services and replacement keys etc. shall be paid for by the 
Client on a pass-through basis. 

8.32. Clocks 

 
8.32.1. A range of mains and battery-powered clocks are in use across the 

Affected Properties. The Contractor shall ensure timely attention to 
these units as and when required, including the replacement and 
appropriate disposal of drained batteries. 

 
8.32.2. The Contractor shall ensure appropriate change in clock time to all 

clocks within the Affected Properties during the bi-annual BST/GMT time 
changes within twenty-four hours of the change. 
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8.33. Furniture/Move Management 

 
8.33.1. The Contractor shall provide a centrally managed facility to organise the 

provision and supply of all necessary furniture items as Client staff join 
the organisation, as moves occur, or as new Affected Properties are 
added or removed from the estate. 

 
8.33.2. The Contractor shall ensure that all moves of furniture and/or equipment 

shall be reflected in Computer Aided Design ("CAD") drawings (or 
equivalent) and in the Asset register.  This information shall be contained 
within the CAFM system. 

 
8.33.3. The Client is likely to expand or contract its usable office space at very 

short notice. The Contractor shall assist in the management of this 
expansion and contraction. 
 

8.33.4. The Contractor shall: 
 

8.33.4.1. manage the storage of all items of furniture associated with office 
work. This shall include desks, storage cabinets, bookcases, 
shelving, chairs, pedestals and all other equipment and furniture 
commonly utilised in any office. This requirement includes all IT 
equipment; 

8.33.4.2. provide a holistic approach to the removal and storage of 
furniture, the provision of furniture from storage and the temporary 
holding of new furniture awaiting deployment. The Contractor 
shall ensure that furniture taken from storage is clean and fully 
functional prior to delivery to the Client; 

8.33.4.3. remove any packing materials for equipment as quickly as 
possible after delivery at its intended place and assemble any 
furniture as necessary in such a way as to produce minimal 
disruption to the workings of the Client. The Contractor shall 
dispose of any packing materials in accordance with legislation 
and best practice; 

8.33.4.4. at all times maintain accurate records of stored furniture and 
goods, including a photo entry of all stored items, referenced 
against the register of Client Assets to ensure that:  
 
• no item leaves or arrives at the Affected Properties without 

associated logging for corporate governance purposes; and 
• asset information is linked to the location and components 

associated with the furniture asset register; 
 

8.33.4.5. ensure through appropriate management by the CAFM System 
that requests for equipping new Client Staff members are directed 
to the holding stock and not directly to new purchases of 
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equipment. Any Asset tracking labels used shall be attached 
inconspicuously; 

8.33.4.6. ensure any drawings associated with completed moves are 
updated on the appropriate software i.e. CAD/Revit and stored in 
a central repository on the CAFM system; 

8.33.4.7. ensure that the Client Move Coordinator is aware of the 
replacement or addition to all furniture and equipment; 

8.33.4.8. keep the Client Move Coordinator fully informed to enable the 
Contractor helpdesk to respond to the request originator within 
anticipated timescales for deliveries and removals; 

8.33.4.9. provide a single point of advice for the equipping of any new Client 
Staff, and shall perform all other necessary liaison functions with 
other Contractors that shall be required to facilitate this process 
to include IT equipment and telephony; 

8.33.4.10. undertake regular audits and reviews of stored equipment; 
8.33.4.11. ensure only redundant furniture held in storage may be sent for 

disposal or by agreement with the Client Move Coordinator 
ensuring that the highest quality stock is always retained. All 
furniture shall be disposed of in accordance with legislation and 
best practice. When it becomes clear that furniture shall not be 
needed after a certain date it may be advertised by the Contractor 
to other Government departments or agencies. The proceeds of 
any furniture disposal shall be returned to the Client and offset 
against any disposal/recycling costs; 

8.33.4.12. have professional knowledge of business Standards in the 
Service requirements relating to office furniture, including the 
provision of flexible working spaces; 

8.33.4.13. encourage innovation when providing this Service by remaining 
constantly updated as to new types of furniture entering the 
marketplace that could be of use to the Client as well as related 
services. A catalogue of existing equipment is provided in the 
Data Pack;  

8.33.4.14. remain conversant with sustainable developments and green 
procurement guidelines and new Standards being applied to the 
industry that the Client shall comply with. The Government Buying 
Standard for Office Furniture should represent a minimum 
requirement. The Contractor should keep abreast of and apply 
where relevant opportunities to support the transition to a Circular 
Economy, for example through the appropriate maintenance, 
repair, re-use, refurbishment or recycling of furniture; and 

8.33.4.15. keep detailed records of issued and disposed furniture for Audit 
purposes, demonstrating any costs incurred/received by the 
Client. This shall include disposal in an auditable, environmentally 
preferable manner. These records shall be available to the Client 
on request and shall be kept for the duration of the Service Period 
and the twelve years immediately following the expiry of the 
Service Period (or following termination, if earlier). 
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8.33.5. Furniture Management fitting Services and the provision of all furniture 

shall be managed fully by the Contractor.  This shall require a schedule 
of rates to be developed to enable moves to be managed. 
 

8.33.6. The Client’s Move Coordinator shall agree all move requirements with 
the Client’s staff.  A plan, schedule and working brief shall be given to 
the Contractor who shall then deliver in accordance with agreed 
timescales all moves in the Affected Properties. 
 

8.33.7. Through delivery of the Move Management process, the Contractor must 
ensure that any scheme proposed by the Client’s Move Coordinator is 
properly designed and planned to meet all statutory Health and Safety 
and Environmental requirements. In planning space, the requirements 
of the Workplace (Health, Safety and Welfare) Regulations 1992 that 
derive from the Health and Safety at Work Act 1974, the Health and 
Safety (Display Screen Equipment) Regulations 1992 and other 
appropriate standards should be followed closely. 
 

8.33.8. The Contractor shall have access to their own specialists who can 
provide appropriate advice from a space planning perspective and who 
are experienced in environmental issues. They shall be able to assess 
the Client’s Space Plan in terms of: 
 
• total area less core areas – i.e. those areas containing lifts, lift 

lobbies, stairs, plant rooms, risers, lavatories and any enclosed 
area that connects the lifts and these facilities, and the primary 
circulation routes; 

• net usable areas; 
• taking into account the shape as well as the size of the floors; 
• working out the primary circulation/fire routes; and 
• lighting layouts and power, data and voice Services. 

 

8.34. Signage 

 
8.34.1. With the exclusion of all signage related to exhibitions and events the 

Contractor shall be responsible for the maintenance and replacement of 
all signage in the Affected Properties (including car park and hard 
standings). Signage associated with the Health and Safety (Safety Signs 
and Signals) Regulations 1996, the Equality Act, means of escape 
identification and any other statutory/mandatory signage shall be part of 
the Price List.  
 

8.34.2. The Contractor shall, during the Mobilisation Phase, undertake a review 
of the signage currently installed within the Affected Properties and bring 
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to the attention of the Client any matter, which could materially affect the 
price submitted, together with rectification proposals and costs where 
appropriate. By the end of this period, the Contractor shall be deemed 
fully aware of the condition of the installed signage and to be fully 
satisfied with its condition unless the Client has been notified to the 
contrary. See the Data Pack for a schedule of directional signs fitted 
throughout the Affected Properties.  
 

8.34.3. The Contractor shall take full responsibility for the adequate provision of 
all statutory signage required on the Affected Properties as the Client’s 
‘person in charge’ on the Affected Properties. The Contractor should 
consider the use of Supported Businesses in the provision of signage. 

 
8.34.4. The Contractor shall be responsible for the provision of all other signage 

on the Affected Properties, including the notification of dangerous areas, 
and directional signage as required. The Client shall expect the 
Contractor to be pro-active in the provision of this Service and to advise 
them on any further signage that may be of benefit to the Client staff or 
the public throughout the course of the Service Period. 

 
8.34.5. The Contractor shall agree design elements for all signs with the Client 

and shall ensure only agreed formats are installed. Signage must be 
accessible as possible to disabled people. i.e. visually impaired. 

 
8.34.6. The Client shall conduct spot checks, with no notice, of the adequacy of 

existing signage from the commencement of the Service Period, to be 
satisfied of adherence to this Service. 

 
8.34.7. Where throughout the course of the Service Period the Client identifies 

a need for additional signage and this is deemed to be an addition to the 
contract scope then this additional signage shall be supplied by the 
Contractor and paid for by the Client on a pass-through basis. 

 
8.34.8. The Contractor shall be responsible for updating all relevant signage 

following the completion of any minor move management or any other 
movement of personnel. 
 

8.34.9. Signage used for directional and identification purposes (excluding car 
park/hard-standing painted lines and parking bays) and any other 
internal and external signage shall be paid for by the Client on a pass-
through basis.  
 

8.35. Scientific Plant 
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8.35.1. The Contractor shall reactively and proactively maintain scientific 
processes and plant items including but not limited to aquariums, 
seawater storage, piping systems, submerged pumping plant, and fresh, 
seawater conditioning equipment, fume hoods and agricultural 
equipment. This in accordance with manufacturer and installer’s 
guidance and in line with all statutory requirements.  Further supporting 
information relating to this Service delivery can be found within the Data 
Pack. 
 

8.36. Data Centre 

 
8.36.1. The Client requires a Data Centre plant monitoring and maintenance 

Service that is appropriate for a Tier 2 facility. It is expected that the 
Service shall provide:  

 
https://www.coreix.net/resources/data-centre-faqs/data-centre-tiering/ 
 

8.36.1.1. close monitoring of the Data Centre plant; 
8.36.1.2. a response by suitably qualified engineers to all critical alerts to 

diagnose and take remedial action to ensure the Data Centre 
achieves Tier 2 availability. This Service is required on a 7 X 24 
X 365 basis; 

8.36.1.3. a qualified engineer who is familiar with all systems utilised in the 
data centre; 

8.36.1.4. planned preventative maintenance and test regime to maintain all 
Data Centre plant in accordance with the manufacturer’s 
recommendations; and 

8.36.1.5. a proactive carbon and energy management regime to ensure 
utility consumption is optimised for the Data Centre. 
 

8.36.2. The Service standards required are expected to be: 
 

8.36.2.1. an on-site response within one hour at all times; 
8.36.2.2. an on-site response by a plant specialist within four hours; and 
8.36.2.3. no unplanned disruption to Data Centre Services attributable to a 

lack of maintenance or erroneous configuration of plant. 
 

8.36.3. Further supporting information relating to this Service delivery can be 
found within the Data Pack. 
  

8.37. Property Services Support 

 

https://www.coreix.net/resources/data-centre-faqs/data-centre-tiering/
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8.37.1. A Matrix is provided within the Data Pack identifying the nature of 
occupancy/tenure for each of the Affected Properties.   

 
8.37.2. Government Departments have responsibility for the Affected Properties 

they occupy.  To support this, the Contractor shall work with the relevant 
SG Property Division Representative (PDR) and legal expert when any 
rationalisation/additional Affected Properties are required. 

 
8.37.3. The Contractor shall be expected to: 
 

8.37.3.1. have full regard for the optimum combination of whole life costs 
and quality to meet Client requirements; 

8.37.3.2. adhere to any accommodation standards and targets as set by 
the Client; 

8.37.3.3. monitor standards and performance across the estate; 
8.37.3.4. provide guidance on estate-related Health and Safety issues and 

ensure compliance within the workplace; 
8.37.3.5. monitor and report energy consumption and resource use; and 
8.37.3.6. develop, manage and maintain information systems used to 

inform the management of the estate. 
 

8.37.4. The Contractor shall provide ‘Intelligent Contractor’ support to the PDR 
when appointing, instructing and monitoring consultants.  This shall be 
in accordance with the following requirements: 

 
8.37.4.1. support any property plan - acquisition or disposal to help assess 

property records, track lease events, identify lease obligations, 
space planning and the like; 

8.37.4.2. make use of management systems which allow optimum planning 
and estimating, space utilization, lease planning, identifying future 
space requirements, rationalisation, new requirements and initial 
space planning; 

8.37.4.3. performance management i.e. performance indicators and 
benchmarking; 

8.37.4.4. observing all statutory, technical and mandatory requirements 
relating to land, buildings and Services including in acquisition 
and disposal; 

8.37.4.5. dealing with local or other public authorities’ statutory 
undertakers, utility companies; and 

8.37.4.6. providing information to the PDR that enables wayleaves or 
licences to utility companies or other outside bodies. 
 

 
8.37.5. When considering the attributes of the existing Affected Properties, the 

following information must be identified as part of the Premises Record 
System: 
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• location; 
• space (GIA and NIA) in accordance with most recent RICS 

recognised definitions; 
• specifications i.e. building fabric descriptions and building 

systems type; 
• functional suitability/facilities on offer; 
• liabilities - fixed/variable costs, lease obligations, M&E, fitting out 

cost, project management, snagging, space planning and the like; 
• condition surveys; 
• identify unused space; 
• lease start, ends, breaks, expiries, reviews, notice boards etc. 
• potential alternative users; 
• assist in space mapping identifying under-utilised areas in 

buildings; 
• work to a rolling 5/10-year plan; 
• identify key events, look for opportunities to rationalise; 
• programme/targets for disposal; and 
• Up-to-date procedural systems for statutory compliance etc. 

 
8.37.6. The Contractor shall carry out annual space audits to update data on 

occupied and unoccupied net internal floor areas (NIA/GIA) and number 
of staff on a six monthly basis. The Contractor shall be expected through 
management of the CAFM system to keep the Premises Record System 
updated. 

  
8.37.7. On an annual basis, the Contractor shall provide an update to the 

Premises Record System and utilise external indicators.  This 
benchmarking process must be a structured process of comparing 
processes and activities with others and establishing a range of 
standardised measures that can then be compared on a regular basis. 
It should be seen as an ongoing process.  Standardisation of 
measurement is the key to successful comparison. This includes: 

 
8.37.7.1. physical (per Affected Properties) - percentage of floor space 

according to type and use, car spaces per square metre; and 
8.37.7.2. environmental (per Affected Properties) - energy consumption per 

square metre, water consumption per square metre, percentage 
electricity from renewable sources, number of contracts amended 
to exclude peat and pesticides, reduction in use of ozone 
depleters, number of cleaning and catering contracts specifying 
non-hazardous substances. 

 
8.37.8. The Client’s estate is one that is dynamic.  Changes to Government 

policy often requires the estate to flex at short notice.  The Contractor 
shall need to embrace significant change over the contract term, as it is 
likely that its Affected Properties portfolio shall change markedly. The 
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resource implications addressing these changes must be identified in 
early course and the Client shall develop with the Contractor a ‘Need for 
Change’ process during the Mobilisation Phase. 

   
8.37.9. Property Acquisition - The PDR shall make any planning enquiries, 

applications, appeals to the local authority and the negotiation of terms 
but may ask the Contractor to support in the commissioning of structural 
or condition surveys, estimation of maintenance activities and review of 
as-installed information. 

 
8.37.10. Following the identification of a space requirement that cannot be 

physically or economically satisfied from the existing estate, it shall be 
necessary to prepare a business case for acquiring new Affected 
Properties.  The Contractor shall be expected to work closely with the 
PDR to prepare this. 

 
8.37.11. Property Disposal - When a property that is surplus to requirements is 

surrendered, assigned, sold or subject to some other rationalisation 
process, the Contractor shall assist the PDR in identifying any 
Dilapidation works and preparing the Affected Properties for disposal, 
including but not limited to the provision of energy performance 
certificates, asbestos surveys, collation of Operational & Maintenance 
manuals, Health and Safety logs etc. and ensure any liabilities that may 
arise at the end of the term are anticipated well in advance.  

 
8.37.12. If any Affected Properties are to be left vacant, plans should be made for 

reducing overheads, protecting and securing it and maintaining its value 
until disposal is achieved.  

 
8.37.13. Consider Health and Safety implications and protect and secure the 

property with reference to the “Code of Practice for the Protection of 
Unoccupied Buildings”. 
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9. Soft Facilities Management Services 

9.1. Cleaning (General Requirements): 

 
9.1.1. The Contractor shall ensure that the Mandatory Level of the Government 

Buying Standard for Cleaning Products and Services requirements are 
complied with, as a minimum. 

 
9.1.2. The Contractor shall provide a comprehensive Cleaning Service 

throughout the Affected Properties delivered in a safe and efficient 
manner. The Contractor shall take responsibility for maintaining the 
internal cleanable areas including fixtures, fittings, furniture and finishes. 
To minimise degradation, enhance asset life cycle and ensure the 
Client’s high standards and image are maintained. The Contractor is 
required to provide a high-quality Service as defined within this Scope, 
Key Performance Indicators and Service Levels. The standard as 
specified is to be evident at the start of each business day, or as defined 
in this Scope. 

 
9.1.3. The Contractor shall provide a Cleaning Service, in areas specified by 

the Client, throughout the course of normal working hours delivered in a 
safe and efficient manner. 

 
9.1.4. The Contractor shall ensure that all personnel and supply-chain partners 

wear formal corporate uniform, and when required, all appropriate safety 
attire at all times. 

 
9.1.5. The Contractor shall as far as reasonably practicable, specify and use 

cleaning materials that are environmentally preferable throughout the 
entire product cycle.  This should include, in all circumstances, the 
prohibition of any products containing palm oil. 
 

9.1.6. The Contractor shall provide the Client with expert and technical advice 
on the Service to explore improvements, maximise efficiency and 
performance across all cleaning Services.   
 

9.1.7. The Contractor shall ensure that all staff and supply chain partners 
involved in carrying out cleaning services are appropriately trained. This 
shall include the energy efficient use of cleaning/ washing equipment, 
the use of non-hazardous cleaning agents/ minimum use of chemicals, 
management of water used and waste generated, in accordance with 
the waste hierarchy.  The Contractor shall be expected to keep and 
report, as required by the Client, records of appropriate training 
provided.  
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9.2. Routine Cleaning 

 
9.2.1. The Contractor shall undertake all tasks associated with professional 

office cleaning to ensure that the offices, toilets, shower rooms, 
circulation areas, public areas, meeting and conference rooms and all 
other working areas, furniture, walls and floor spaces, are maintained to 
achieve the necessary levels of cleanliness as defined within the British 
Institute of Cleaning Science (BICSc) 2015 Standards (or later editions 
as published by BICSc) to ensure all areas remain presentable and fit 
for their intended purpose. 
 

9.2.2. The Contractor shall be responsible for monitoring the provision of the 
Services on a daily basis to ensure that the required Service Standard 
has been applied. 

 
9.2.3. All Consumables shall be fully stocked and available at all required 

locations at the start of each normal working hour’s period. 
 

9.3. Cleaning Standards 

 
9.3.1. To enable the requirements of the Client to be met as well as introducing 

an opportunity for the Contractor to use their skills and judgement to 
achieve a cost effective and efficient Service, four standards of cleaning 
have been developed which are listed below. These standards shall be 
applied across the Affected Properties included in this contract as 
standard I, II, III or IV. The standards are to be applied to routine and 
periodic cleaning activities as applicable. 

 
9.3.2. The Contractor shall be responsible for monitoring the provision of the 

Services on a daily basis to ensure that the following cleaning standards 
are adhered to: 

 
9.3.2.1. Basic – Standard I 

 
9.3.2.1.1. basic standard of cleanliness and appearance required at all 

times. This standard shall be applied to areas such as fire exits, 
secondary stairways, goods lifts, loading bays, car parking areas 
and external side entrances; 

9.3.2.1.2. all floor surfaces shall be free from debris and spillages.  They 
must be clean and dry. Floors must be safe and not slippery; 

9.3.2.1.3. particular care is to be exercised when staff are still on the 
Affected Properties. Wet floors shall be sign-posted and trailing 
cables and open sockets shall be made safe. Surfaces shall be 
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maintained to preserve the existing state of condition and 
appearance; 

9.3.2.1.4. back stairs including treads, risers, nosings, banisters, 
balustrades, handrails, ledges and protective wire guards where 
present must be free from dust and debris; and 

9.3.2.1.5. no litter or rubbish shall be present, and all waste bins and 
receptacles emptied daily. 

 
9.3.2.2. Normal – Standard II 

 
9.3.2.2.1. areas to which this Service standard applies include, but are not 

limited to, all office accommodation, shared space e.g. touchdown 
service areas, halls, post rooms, photocopying areas and indoor 
sports facilities. A good standard of cleanliness and appearance 
is required at all times, with evidence of a regular cleaning 
programme. The following standards are in addition to Standard I 
for Basic Areas identified in clause 9.3.2.1; 

9.3.2.2.2. all hard floors, carpets and carpet tiles must be free from grit, dust, 
debris and spillages with no apparent stains. They must be clean 
and dry. All floor coverings are to be cleaned by the 
manufacturer’s recommended methods and at recommended 
intervals; 

9.3.2.2.3. remove spills from carpets and other floor coverings and treat to 
minimise damage and reduce the risk of staining. Use only 
approved specialist materials within any indicated timescales for 
the removal and treatment of spills. The pile of the carpets in the 
main traffic areas must be evenly brushed and opened against 
the flow of incoming traffic; 

9.3.2.2.4. all walls, skirtings, dado-rails, coving, radiators, pipes, vents, 
grilles, doors, doorframes, fittings and glass panels, window 
frames and sills must be free from debris, marks, and dust. They 
must be clean and dry with no evidence of residual cleaning 
agents. In particular, they must be free from finger marks, 
Verdigris stains, runs, and cobwebs to full height; 

9.3.2.2.5. all light switches, break glass points, emergency break glass 
points (green) and door opening mechanisms/pads must be free 
from finger marks and dust; 

9.3.2.2.6. all ceilings, ventilation diffusers and ceiling light fittings must be 
free from debris, marks, dust and cobwebs. They must be dry with 
no evidence of residual cleaning agents; 

9.3.2.2.7. all chairs and soft furnishings shall be clean, dry and free from 
dust. All workstations, screens, upholstered partitions, 
bookcases, chairs, shelves, cabinets, tables, pictures and coat 
racks must be free from debris, stains, marks and dust. They must 
be clean and dry with no evidence of residual cleaning agents; 
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9.3.2.2.8. all fittings shall be free from dust, marks and smears. Light fittings 
must be free from dust. All signage, including emergency signage 
shall be clean, dry and free of stains, marks and dust; 

9.3.2.2.9. all waste receptacles shall be emptied daily. Bins must be empty, 
clean and dry inside and out, bin-liners replaced where necessary 
and bins placed in their original locations; 

9.3.2.2.10. all IT equipment, including but not limited to monitor screens, 
peripherals, PC’s, printers, smart boards, scanners and plotters, 
telephones, faxes and photocopiers, and audio-visual equipment 
including but not limited to televisions, video equipment and 
overhead projectors, shall be free of debris, stains, marks and 
dust, using an appropriate cleaning method for this equipment so 
as not to damage the equipment; and 

9.3.2.2.11. all cleaning methods used must be of a sufficient quality to meet 
these standards and to maintain any guarantees. 
 

9.3.2.3. Prestige - Standard III 
 

9.3.2.3.1. areas to which this Service standard applies include, but are not 
limited to, reception areas, passenger lifts, conference rooms and 
public walkways. High Usage Areas require a high standard of 
cleanliness and appearance at all times. The standards below are 
in addition to Standards I and II for Basic Areas and Normal Areas 
as identified in clause 9.3.2.1 and 9.3.2.2; 

9.3.2.3.2. all waste and other rubbish receptacles removed frequently to 
central rubbish collection/disposal arrangements, so as to avoid 
any build-up of rubbish or waste; 

9.3.2.3.3. all fittings are to be well cleaned and cared for. Where applicable, 
cleaning of surface materials and other items shall be undertaken 
in accordance with the manufacturer’s specification; and 

9.3.2.3.4. stainless steel surfaces must be treated with an appropriate 
cleaning and polishing agent. 
 

9.3.2.4. Hygiene Areas – Standard IV 
 

9.3.2.4.1. the requirements for these areas are in addition to Standards I, II 
and III as identified in clauses 9.3.2.1 to 9.3.2.3. Hygiene Areas 
include areas such as toilets, bathrooms, shower rooms, kitchens, 
changing rooms, catering areas, vending areas, laboratories and 
first aid rooms, changing and swimming pool areas; 

9.3.2.4.2. the Contractor shall ensure that the equipment and materials 
used in the cleaning of toilets, bathrooms and shower rooms are 
identified by colour code The Contractor must ensure that these 
items are never used outside these areas; 

9.3.2.4.3. all sanitary ware, including showers, shower heads, sinks, wash 
hand basins, baths, WC bowls, seats, covers, hinges, tops, 
undersides, rims, taps, overflows, outlets, chains, plugs, urinals, 
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brushes, toilet roll holders, tiled surfaces, splash backs, and 
vanity units must be free from scum, grease, hair, scale, dust, soil, 
spillages and removable stains; 

9.3.2.4.4. walls, doors, cubicle partitions and surfaces shall be washed by a 
disinfectant solution daily. Mirrors must be clean and free from 
smears; 

9.3.2.4.5. soap dispensers must be filled, operating correctly with clean 
nozzles, and the external surfaces must be clean dry and free 
from smears. Solid bars of soap must be clean and replaced as 
necessary. All toilets, bathrooms and shower rooms shall be kept 
fully stocked with supplies and shall be made available at all 
times. Towel holders/dispensers must be clean, dry and free from 
dust, marks and smears with clean towels fitted. The external 
surface of hand dryers must be clean, dry and free from smears; 

9.3.2.4.6. Feminine Hygiene Facilities are required in the Affected 
Properties. The Contractor shall provide regular collections of the 
Feminine Hygiene receptacles and shall ensure receptacles are 
not overflowing or become foul smelling. The Feminine Hygiene 
receptacles are to be kept free of marks, stains and dust. The 
Contractor is also required to ensure that the Feminine Hygiene 
boxes/machines are fully stocked with a varied selection of 
products, and the external surfaces are clean, dry and free from 
smears and dust; and 

9.3.2.4.7. a Schedule of hygiene product boxes and vending machines is 
included in the Data Pack.  This may include locations for which 
the Contractor has no control over Service provision but one 
which Client staff are located. This schedule also includes 
provision of Sanitary Bins and a varied selection of products in 
Gents toilets in those Affected Properties where Gender Neutral 
facilities do not exist.  This provision is not required within every 
Gents toilet within each of the Affected Properties but should be 
placed in those close to meeting/conference rooms and/or main 
entrances to Affected Properties.  This is in accordance with the 
SG Trans Equality and Inclusion Policy. 
 

9.3.2.5. Kitchens, Food Preparation Areas, Kitchenettes, Eating Areas 
and Tea-Points: 

 
9.3.2.5.1. in addition to cleaning standard II, floors, walls and work surfaces 

shall be disinfected. Fridges within the areas shall be kept clean 
inside and out weekly and defrosted monthly.  The Contractor 
shall provide notice by means of a sign on the fridge door that all 
materials left inside that are out of date shall be disposed of two 
days prior to fridge cleaning.  Microwaves and ovens within the 
kitchenettes and tea-points are required to be cleaned inside and 
out daily; and 
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9.3.2.5.2. the Contractor shall clean all kitchen cupboards every six months 
in the properties identified in the Data Pack Matrix.  All contents 
shall be emptied, cupboards cleaned, and surplus materials 
placed in a box, kept for two weeks and then disposed thereafter.  
The Contractor shall liaise with the Client’s representative one 
month prior to the clean to allow them time to communicate to the 
staff. 
 

9.3.2.6. Laboratories: 
 

9.3.2.6.1. in addition to Cleaning Standard II, floors, walls and work surfaces 
shall be disinfected. In addition to the planned clean of these 
rooms, they should be cleaned thoroughly after use, ensuring that 
any debris, spillages or stains caused by laboratory works are 
removed. In addition, and where it does not form part of a 
laboratory technician’s duties, laboratory glassware shall be 
cleaned on a daily basis. 
 

9.3.2.7. Vending Areas: 
 

9.3.2.7.1. the vending areas shall be kept free from stains and spills. Floors 
and walls shall be disinfected at appropriate intervals. This 
cleaning Standard is to be in evidence daily before the start of 
each normal working hours period, and on-going. 
 

9.3.2.8. First Aid Rooms: 
 

9.3.2.8.1. cleaning of first aid rooms is required at the Affected Properties. 
In addition to cleaning Standard II, floors, walls, work surfaces, 
furniture, fittings and equipment shall be disinfected. In addition 
to the planned clean of these rooms, the first aid rooms shall be 
cleaned thoroughly after use, ensuring that any bloodstains or 
stains caused by other bodily fluids are removed; and 

9.3.2.8.2. the Contractor is required to provide a Service for the disposal of 
medical wastes and shall be required to provide suitable 
receptacles for this type of waste. This Service also includes the 
provision of sharps bins. 
 

9.4. Periodic (Deep) Cleaning 

 
9.4.1. Periodic cleaning of the internal and external areas shall reflect the 

required Service standard, described in clauses 9.3.2.1 to 9.3.2.8. The 
Contractor shall provide a programme for the periodic and deep cleaning 
activities to Client for approval within one month of the start of each 
Contract Year. This programme shall be discussed during the periodic 



 23 June 2020 

113 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

progress meetings and revised when necessary. The Contractor shall 
inform the Client of all Periodic Cleaning activity one month prior to it 
being undertaken. The Contractor shall take responsibility for ensuring 
the Client staff are informed prior to carrying out periodic cleaning 
activities. The following cleaning standards apply to the periodic cleaning 
activities: 
 

9.4.1.1. all furniture, fixtures and fittings within the Affected Properties 
included in this Contract are required to be deep cleaned to 
ensure that all furniture, fixtures and fittings are free of dust, marks 
and stains; 

9.4.1.2. walls, ceilings, ventilation diffusers and ceiling light fittings shall 
be deep-cleaned at an appropriate interval to ensure that they are 
free of marks, stains, dust and smears; 

9.4.1.3. a periodic cleaning regime is to be applied to carpets, carpet tiles, 
and hard floor coverings following manufacturer’s 
recommendations and best practice cleaning methods; 

9.4.1.4. a deep-cleaning regime is to be applied to all catering and 
laboratory areas following manufacturer’s recommendations and 
best practice cleaning methods; 

9.4.1.5. all dust, dirt, stains and soiling is to be removed from window 
blinds and curtains. In the event that the blinds are unstrung 
during cleaning they shall be restrung, and when curtains are 
removed from rails they shall be re-hung; 

9.4.1.6. IT Equipment, printers, scanning machines and telephones shall 
be free from dust, marks and stains. The Contractor shall apply 
appropriate cleaning techniques so as not to damage any 
equipment. The Contractor shall sanitise telephone equipment 
using a suitable method to prevent cross-contamination from one 
handset to another; 

9.4.1.7. dust mats are required to be free of grit, dust and debris. All dust 
mats must be clean and dry; and 

9.4.1.8. all toilet and other sanitary areas are required to be deep cleaned 
to ensure the areas are disinfected and free from dust, grime, hair, 
scum, scale, marks and smears. The areas shall be dry and clean, 
and no residue of cleaning agent shall be present. 
 

9.5. Reactive Cleaning 

 
9.5.1. A reactive cleaning Service is required to maintain the full and safe use 

of the facilities. Tasks can include, but are not limited to, responding to 
spillages, replenishing consumables and monitoring the cleanliness of 
the sanitary facilities. 
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9.5.2. All requests for reactive cleaning shall be routed through the CAFM/ 
Helpdesk to ensure seamless and efficient Service. 

 
9.5.3. The Contractor shall ensure that all reactive cleaning requests 

generated via the helpdesk during the agreed cleaning normal working 
hour’s period at the Affected Properties are managed as part of the 
routine cleaning Service.  

 
9.5.4. Where the Client requires the Delivery of a reactive Service outside of 

the agreed cleaning normal working hours period, the Contractor shall 
be responsible for the Delivery of the Service and shall ensure the full 
and safe use of the Affected Properties is maintained. Tasks can include: 

 
• responding to spillages, including foodstuffs, human waste, 

animal waste, cooking oil, vehicular fuel; 
• responding to cleaning requirements generated via small works 

undertaken by third party Contractors; 
• replenishing hygiene/clinical consumables; 
• maintaining cleanliness of prestige/high profile areas; and  
• removal of staining from building fabric as caused by such events 

such as atmospheric pollution, the accidental spillage of materials 
and the application of graffiti. 
 

9.6. Cleaning of Communication and Equipment Rooms 

 
9.6.1. Cleaning of these areas shall be by arrangement with the Client. 

Communication and equipment rooms are required to be cleaned 
following the Normal Standard of cleaning identified in clause 9.3.2.2 
and the following additional cleaning requirements: 
 

9.6.1.1. these areas must be free from dust; 
9.6.1.2. where possible items of furniture that are removable are not to be 

cleaned within the area. They are to be removed dirty, cleaned 
outside the area and returned in a clean anti-static state; 

9.6.1.3. the use of brooms is expressly forbidden.  Suction cleaners when 
used must conform in full with British Standards. All non-computer 
equipment and furniture must be suction cleaned free from dust 
and left free from grease and smears; 

9.6.1.4. dusters shall be of chemically impregnated or other approved 
dust-absorbent type, except where used for dry polishing of glass 
when they shall be lint-free, and they shall be changed at frequent 
intervals before they have become fully charged with dust. The 
use of water for cleaning in these areas is forbidden; and 

9.6.1.5. under no circumstances must any computer or computer-related 
equipment be touched, moved, or disturbed in any way. Cleaners 
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must ensure that only the correct power sockets are used for 
cleaning equipment, not those specifically dedicated for computer 
use. 

9.7. Cleaning of External Areas 

 
9.7.1. The required Service standard is to be evident before the start of 

business activity and, in addition, shall be maintained to this standard 
during normal working hours. The Service may be integrated with the 
grounds maintenance Service so that there shall be no duplication of 
tasks in external areas. The following standard shall apply: 
 

9.7.1.1. seating, signage, lighting columns and bollards and the outside 
Affected Properties must be maintained so that no debris, litter, 
cigarette ends, chewing gum, dirt, bodily fluids, spillages or stains 
are apparent after cleaning. Disinfectant may be used where 
appropriate; 

9.7.1.2. empty all waste bins and replace in their original locations; and 
9.7.1.3. any areas protected by security screening, netting or protective 

cages may have the protection removed temporarily to remove 
debris, dirt, dust and litter. The protection must be replaced to the 
original standard prior to invasion. 
 

9.8. Window Cleaning 

 
9.8.1. The Contractor shall clean all internal and external glazing; the Data 

Pack Matrix provides information in relation to the frequency of cleans 
across the Affected Properties. Cleaning to be carried out as follows: 
 

9.8.1.1. all floors and furniture are to be adequately protected before the 
commencement of work; 

9.8.1.2. all glazing and frames throughout the Affected Properties shall be 
cleaned. Glass shall mean both sides of glass of every 
description, including, but not limited to, internal partition glazing, 
display case (external surface only) and panel glazing, glass 
balustrades, exterior glazing and exterior windows; 

9.8.1.3. the Contractor shall leave glazing clean, dry and free from 
smears. There must be no evidence of run marks, Verdigris, 
stains or finger marks on glass, window ledges, sills, paintwork or 
surrounds; 

9.8.1.4. adjacent surfaces, including sills, mullions, frames and structural 
parts associated with the glass, shall also be left free from liquid 
spillage, smears and cleaning marks; 
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9.8.1.5. splashes and excessive soiling shall be removed during  normal 
working hours to agreed response times; 

9.8.1.6. subject to notification to the helpdesk, spot cleaning for splashes 
and excessive soiling which is impairing visibility shall be 
undertaken using procedures appropriate to the finish of the 
fixture or windowpane; 

9.8.1.7. the Contractor must ensure that they satisfy themselves as to the 
proper working order of any cleaning access equipment. Where 
such equipment is not provided by the Client or available on site 
the Contractor shall provide the specialist access equipment. The 
cost of providing such access equipment shall be borne by the 
Contractor; and 

9.8.1.8. the Contractor must ensure that all Staff carrying out this work are 
aware of and comply with, Working at Height Regulations. Risk 
assessments must be carried out and a site-specific policy 
statement must be submitted and agreed with the Client prior to 
the commencement of window cleaning. 

 

9.9. Cleaning of Exterior Building Fabric 

 
9.9.1. The Contractor shall operate a regular external cleaning programme, 

using the appropriate equipment at all times, following Safe Working 
Procedures in accordance with all current relevant legislation. 

 
9.9.2. The Contractor must ensure that all cleaning solutions employed for the 

cleaning of cladding and louvres is suitable for the purpose so as not to 
cause any damage to the finishes. The cleaning methods shall comply 
with any manufacturer’s recommendation for the cleaning of the external 
building fabric. 
 

9.10. Sanitary Consumables 

 
9.10.1. The Client requires a complete washroom supplies Service. The 

Contractor shall provide all sanitary consumables at its own cost. These 
consumables include but are not limited to: 
 
• paper towels; 
• toilet rolls; 
• liquid soap; 
• bin liners; 
• sanitary consumables (subject to SG policy on Access to Free 

Sanitary Products); and 
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• air fresheners 
 

9.10.2. The Contractor shall ensure compliance with all COSHH Regulations 
and shall ensure that all consumables provided shall cause no harm to 
the environment and comply with the Client’s policy on Greening 
Operations. 
 

9.11. Linen and Laundry 

 
9.11.1. The Contractor shall provide all linen required to carry out the Service 

and shall be responsible for the laundering, organisation and control of 
all linen stocks (specifically at Bute House, Edinburgh). The Contractor 
shall ensure that an adequate stock of all linen is available and in good 
repair at all times. 

 
9.11.2. The Contractor shall provide laundered entrance mats, where required, 

at a frequency stipulated by the Client. 
 
9.11.3. Linen supplied must comply with the requirements of the Mandatory 

Level of the Government Buying Standard for Textiles, as a minimum. 
 

9.12. Pest Control 

 
9.12.1. The Contractor is to provide a total pest control Service for the Affected 

Properties, in order to keep Affected Properties free from rodents, birds, 
insects and other pests.  

 
9.12.2. The Contractor must determine the site conditions and make a list of all 

the pests identified during the site visit. All Health and Safety issues must 
be addressed, regarding access, dangers regarding the type of pest and 
possible treatments, and therefore the relevant legislation that has to be 
adhered to. 

 
9.12.3. The Contractor shall provide a pigeon, seagull and bird control Service, 

to minimise the presence of pigeons and other birds at the Affected 
Properties, and to clean the exteriors of Affected Properties to keep the 
Affected Properties free of bird droppings. 

 
9.12.4. It is the responsibility of the Contractor to ensure that all measures taken 

to prevent avian access, such as nets and roosting wires, where 
applicable, are maintained to a high standard at all times. 
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9.12.5. The Contractor shall give priority to infestations that present a major risk 
to health, safety and welfare, or which has an operational impact on the 
Client and deliver an emergency reactive Service and respond to 
emergency pest control requirements within twenty-four hours of being 
notified.  

9.12.6. Legislation restricts what pesticides can be used, where and how. Only 
adequately trained personnel may use pesticides or make decisions 
about how they are used (The Control of Pesticides Regulations, The 
Pesticide Manual, The UK Pesticide Guide, Wildlife and Countryside 
Act). Selection of the appropriate pesticide is the Contractor’s 
responsibility. Methods are to be efficient but carried out in a humane 
way. 

 
9.12.7. In compliance with the Client’s policy, the Contractor must make every 

effort to use environmentally preferable materials and equipment if 
available, if their efficacy is adequate for the purpose for which they are 
intended. 

 
9.12.8. The Contractor or their specialist Subcontractor must be affiliated to 

either of the two Pest Control Associations and show how long they have 
been affiliated with confirmation from the associations with certificates 
and relevant qualifications gained. 

 
9.12.9. The Contractor shall where necessary align their pest control 

management plan with the Grounds Maintenance regime to maximise 
potential synergies with these Services. 

   

9.13. Waste Management – General Waste 

 
9.13.1. This Service consists of the collection, removal and disposal of all non-

classified waste materials, including foodstuffs and cooking oil. 
 
9.13.2. The Contractor shall collect and dispose of general waste in an 

appropriate secure and environmentally preferable manner, through 
collections by the relevant local authority or other reputable organisation 
that the Contractor may contract with. The Contractor shall take 
cognisance of the need of the Client to meet government targets on 
waste, shall provide support to the Client in achieving this and shall 
report on performance against these targets. The Contractor shall 
manage waste in accordance with environmental management 
objectives set out in Section 5. 

 
9.13.3. The Service may be suited into the general cleaning Service so that, by 

08:00 hours, all areas are clear of all waste. The Contractor shall be 
responsible for a waste collection Service during core service hours that 
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reflect the standards for Basic, Normal, Prestige and Hygiene Areas as 
specified in clauses 9.3.2.1 to 9.3.2.4 to ensure that waste receptacles 
in these areas are dealt with appropriately. 

 
9.13.4. In fulfilment of its statutory Duty of Care, the Client shall require the 

Contractor to provide full information on the methods of disposal of 
waste, showing clear evidence of using disposal methods that are 
Environmentally Preferable. In particular, the Client shall wish to be 
assured that as much of the waste as possible shall be recycled or used 
for energy recovery, rather than sent to landfill. 
 

9.13.5. It is an important aspect of this Service that Client requires the 
Contractor to demonstrate commitment to and compliance with the 
principles of sustainable development as documented by the Client and 
seeks to continuously reduce the Client’s deleterious impact on the 
environment and waste disposal in general. 

 
9.13.6. The Contractor shall have the ability throughout the Service Period, to 

provide individual collections of waste, outside their normal collection 
and disposal routines. This Service shall be made available to the Client 
during core service hours, and the Contractor shall ensure the provision 
of any ad hoc collections upon request, in Affected Properties where a 
reactive cleaning Service is required. 

 
9.13.7. The Contractor shall have Health and Safety responsibilities in this 

respect and shall ensure that any lingering waste awaiting collection is 
secure from vermin or other pests and does not pollute the surrounding 
atmosphere. 

 
9.13.8. The Contractor shall provide all materials and consumables associated 

with the provision of this Service, including waste bags, containers, 
incinerators, compactors and all other associated materials and 
supplies. 

 

9.14. Waste Management - Confidential Waste 

 
9.14.1. The Contractor shall ensure the secure collection, storage, removal and 

disposal of all confidential materials so that at no time, these materials 
are out of the Contractors possession, or capable of being deciphered 
once disposed of. 

 
9.14.2. The Contractor shall provide a full removal and destruction Service in 

line with Government disposal Standards.  
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9.14.3. The Contractor shall be responsible for the provision of all standard sized 
confidential waste bags to ensure the successful delivery of the Service.  

 
9.14.4. Confidential waste shall be signed for by the nominated Contractor’s 

staff at the point of collection, and the Contractor staff member shall 
further indicate on each disposal, that it has been adequately destroyed. 
All Contractor’s staff engaged in the disposal of confidential waste must 
be security cleared to an appropriate level, and the Contractor shall be 
responsible for ensuring that only those staff appropriately cleared have 
any access whatsoever to confidential waste and that all confidential 
waste is disposed of in line with current legislation. 

 
9.14.5. The Client may, from time to time, audit the records of confidential waste 

disposal. 
 

9.15. Waste Management - Special or Hazardous Waste 

 
9.15.1. The Contractor shall handle, transport, treat and/or dispose of all special 

or hazardous wastes in a manner suitable for their nature and potential 
to pollute or cause harm, taking account of Dangerous Goods 
Regulations on labelling, containment and security for transport. 

 
9.15.2. Reference should also be made to Clause 5.11 Hazardous Materials. 
 

9.16. Recycled Waste 

 
9.16.1. The Contractor shall on a continual basis seek to increase the 

percentage and range of goods that are recycled. The Contractor shall 
furnish the Client with information on current level of recycling and their 
plans to increase this in the monthly report. 

 
9.16.2. The Contractor shall be responsible for recycling as a minimum, paper, 

cardboard, plastic and cans. The Contractor shall be solely responsible 
for the streaming, collection and disposal of all these items, according to 
the Client Environmental Policy and to a schedule agreed with the Client. 

 
9.16.3. The Contractor shall be responsible for the adequate provision of 

suitable receptacles for various types of recyclable waste and shall 
publish any additional guidelines or strategies for recycling material. The 
Contractor shall continuously seek to increase the amount of materials 
able to be recycled. 
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9.16.4. The Contractor shall demonstrate, through monthly reporting, that they 
remain cognisant of any new technologies/strategies for disposing of 
waste in an Environmentally Preferable manner. The Client shall wish to 
assess the Contractor’s knowledge in this respect from time to time, and 
their methods for its implementation. 

 
9.16.5. The Contractor shall ensure that the volumes of all materials recycled on 

a monthly basis are recorded and made available to the Client during 
monthly reporting sessions or upon request. 

 
9.16.6. The Client is keen to promote recycling of other waste products, subject 

to practical consideration and economic viability. The Contractor is 
required to provide proposals to introduce additional waste materials for 
recycling. 

 

9.17. Feminine Hygiene Waste 

 
9.17.1. The Contractor is required to provide a Service for the disposal of 

Feminine Hygiene waste and shall be required to provide standard sized 
and suitable receptacles for this type of waste in accordance with the 
Client’s requirements. 

 
9.17.2. The Contractor shall handle, transport, treat and dispose of all Feminine 

Hygiene waste in a manner suitable to their nature and potential to 
pollute or cause harm, taking account of the Dangerous Goods 
Regulations on labelling, containment and security for transport. 
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10. Security Services 

10.1. General Requirements: 

 
10.1.1. The Contactor is required to provide a professionally managed, high 

quality security and guarding Service that as a minimum meets the 
requirements of the Security Industry Authority’s (SIA) Approved 
Contractor Scheme for the following Services: 
 
• internal and external patrolling; 
• monitoring and responding to CCTV to intruder alarms; 
• emergency response (public-facing); 
• reception activities; 
• control all radio battery charging; 
• assist with release of trapped personnel in lifts; 
• security and key management including arranging the 

replacement of locks with the Helpdesk, replacement of locks 
when required; 

• key-holding Services; and 
• open and lock-up. 

 
10.1.2. Security Services are not required at all Affected Properties. Refer to the 

Data Pack for details of the specific Services required at each Affected 
Property. At the time of tender, the Affected Properties that require full 
time Security Services are as follows: 
 
• Marine Laboratory, 375 Victoria Road, Aberdeen, AB11 9DB 

Reception staffed for four hours each day, 08.30 to 12.30.  Guards 
cover the hours out with those four hours x 365; and 

• SASA, Roddinglaw Road, Edinburgh, EH12 9FJ, security officers 
work from 15.00 – 09.00 Monday – Friday, and from 15.00 on 
Friday afternoon through until 09.00 on Monday morning x 365 

Week days guards on duty until 08.30, House team cover until lunch 
time 12.30, security then on duty until the following morning at 08.30. 

Guards cover 24 hours at the weekends, local holidays, ad hoc sick days 
and for staff holidays. 

  Start  Finish   Hours worked 

Mon 12.30  8.30   20 

Tues 12.30  8.30   20 

Wed 12.30  8.30   20 
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Thurs 12.30  8:30   20 

Fri 12.30   Into weekend  20 

Sat 24 hour    24 

Sun  24 hour  8.30 on Monday 24 

• Alternatively, any future Affected Properties where there is a 
requirement for Security Services, as notified by the Client to the 
Contractor from time to time. 

 
10.1.3. At the Affected Properties in clause 10.1.2, the Contractor is to provide 

manned security cover Monday - Friday 18.00 - 08.30 and Saturday to 
Sunday 08.30 - 08.30 to deter unauthorised entry, trespass, theft, 
vandalism, damage, loss through negligence, fire, flood, breaches of 
Health and Safety or confidentiality. 

 
10.1.4. At the Affected Properties in clause 10.1.2, Security staff shall carry out 

Reception duties and fulfil the roles of Reception staff between 16.45 
hours and 23.45 hours from Monday to Thursday. Friday 16.15 - 23.45 
and Saturday - Sunday 10.00 - 16.00. During this period, the Security 
staff shall: 
 
• greet all visitors to the Affected Properties; 
• provide assistance where practical 
• treating visitors/staff with dignity and respect, respecting privacy, 

communicate effectively including with individuals including those 
who have visual/hearing impairments, understand SG procedures 
(e.g. facilities for breastfeeding); 

• Clearly signed, accessible complaints process 
• check and handout passes; 
• hand out vehicle keys; 
• answer the telephone; and 
• take messages and or pass calls through to the correct people. 

 
10.1.5. The Contractor shall liaise directly with the Client’s departmental security 

officer (or their staff) as required. The Client reserves the right to conduct 
their own spot checks of the arrangements laid down by the Contractor 
in order to satisfy themselves of the adequacy of the arrangements, and 
the Security staff in general. These inspections may take place at any 
time during the Service Period without any prior notice. 

 
10.1.6. The Contractor is to provide an appropriate number of suitably qualified 

and trained personnel to provide a high-quality Service, 24 hours per 
day, 7 days per week. The training of guards, their supervisors and 
managers shall meet the standards laid down by the SIA or equivalent. 
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The Contractor shall continue to recognise the importance and impact of 
the Security Service and shall hire staff that are professional and tactful 
in demeanour. At no time shall the Contractor allow a shortfall in the 
presentation of the Security Service, thus providing maximum 
reassurance to the Client staff as to its professionalism. 

 
10.1.7. During the Mobilisation Phase, the Contractor shall draw-up a 

comprehensive list of personnel to be contacted in the event of incidents. 
This list shall include specialist personnel or Subcontractors for items of 
plant or equipment or fabric that may affect the good running of the 
Affected Properties, and this list shall be made available to all 
appropriate Contractor staff. 

 
10.1.8. During times of heightened security, the Contractor shall provide further 

detailed security provision as required by the Client. 
 

10.2. Key-Holding 

 
10.2.1. The Client operates a number of rural and marine remote buildings 

where the Contractor is required to provide key holding and out of normal 
working hours. Details of these locations are provided within the Data 
Pack Matrix. 

 
10.2.2. Key-holding duties requires a first response facility by the Contractors 

trained operatives.  This shall require an assessment of the issue on 
arrival and a follow up communication to the Client’s Control Room 
representatives. 

10.3. Uniforms and Equipment 

 
10.3.1. All staff must be supplied with a suitable uniform to be agreed with the 

Client and must present a neat and tidy appearance at all times. As part 
of the Service team approach, uniforms such as blazers and flannels 
with shirts and ties shall be acceptable; however, these uniforms must 
not display any corporate identity. 

 
10.3.2. The Contractor shall ensure appropriate communications devices are in 

use as sanctioned in writing by the Client. 
 

10.3.3. The Contractor could consider the use of Supported Businesses in the 
provision of uniforms. 
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10.4. Emergency Response 

 
10.4.1. The Contractor’s security staff must be fully conversant with and 

practiced in all procedures in response to incidents of accident and 
personal injury as set out by the Client in response to any accidents 
directly reported to them or any incident reported by the Helpdesk 
including the completion and retention of accident record books. 
Contractor staff shall at all times be aware of most up-to-date best 
practice in this regard. 

 
10.4.2. All Security personnel are to be trained in First Aid. All and any relief staff 

must carry current certification and possess an Emergency First Aid at 
Work qualification. 

 
10.4.3. All Security staff must be adequately and thoroughly trained in 

emergency evacuation measures (as well as assisting disabled people) 
including, but not limited to building evacuation procedures and how to 
react in the event of fire, bomb, terrorist or any other threat. Contractor 
staff shall at all times be aware of the Client’s current procedures to deal 
with emergency evacuations and the most up-to-date best practice in 
this regard. 

 
10.4.4. In the event of an emergency, the Contractor shall be responsible for 

contacting other colleagues, Contractors, helpdesk and/or the Client if 
required in the case of any emergency arising and must follow the 
procedures laid down by the Client. It is essential therefore that all 
security personnel liaise with the Helpdesk for communications 
purposes. Appropriate management and supervision of the security 
(staffed guarding) Service shall form an essential component of the 
Client’s emergency procedures and security staff shall familiarise 
themselves fully with all the Client’s emergency procedures and related 
equipment and participate fully in their testing. 

 
10.4.5. In particular, the Contractor must ensure that all staff are competent and 

trained in the response to and use of the Fire Alarm system and the 
procedures to be followed in the event of an alarm sounding. 

 
10.4.6. The Contractor may further consider emergencies that may develop and 

present an outline plan for dealing with a complete range of 
emergencies. The Client may wish to collaborate with the Contractor on 
this plan and provide expert input for some situations (e.g. for those sites 
that are especially secure, for instance). 
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10.5. Patrols 
 

10.5.1. Patrols shall be made of the interior and exterior of the Affected 
Properties according to the timetable agreed between the Client and the 
Contractor, but at no times fewer than four patrols during any eight-hour 
shift (a minimum of one patrol every two hours). The Contractor shall 
utilise an auditable patrol monitoring system that shall monitor frequency 
and location of patrolling. The Contractor shall report as required in 
relation to patrolling frequency and patterns. 

 
10.5.2. Patrols shall be recorded in the individual record for each Building as 

shall identification of any malfunctioning of plant/equipment, potential 
breaches of security. The Helpdesk shall also be notified of any issues 
identified whilst on patrol. The Contractor shall regularly check locks, 
and visually scan each area identified to ensure that no unauthorised 
personnel are on site. 
 

10.5.3. When on external patrol the following points shall be observed: 
 
• signs of forced entry and broken glass; 
• vehicle impact damage; 
• graffiti or vandalism; 
• broken gates or perimeter fencing; 
• suspect packages, objects and/or vehicles; 
• persons behaving in a suspicious manner; and 
• pavement Defects (within the Affected Properties), loose or 

dangerous masonry, overflows running from building and other 
such Defects. 

 
10.5.4. The Security staff shall report all instances of these events to the 

Helpdesk and, if appropriate and in accordance with procedures agreed 
with the Client, to the Police. The primary objective at all times shall be 
to ensure the security of the Affected Properties and its occupants.   

 
10.5.5. When on internal patrol particular attention shall be given to: 

 
• suspect parcels or objects; 
• persons behaving suspiciously or who cannot prove their 

authority for being on the Affected Properties; 
• closing windows; 
• obstructions at fire exits; 
• reporting of inoperative lighting and switching off non-essential 

lighting; 
• damage; 
• flooring damage/trip hazards; 
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• defective or tampered locks; 
• breakages; and 
• signs of leakage from roofs or pipes etc. 

 
10.5.6. The Contractor shall keep records of any of the Client’s staff who remain 

in the Affected Properties between the hours 19:00 hours and 07:00 
hours Monday to Friday or who arrange to work on Saturdays, Sundays, 
or on a bank holiday in Scotland within the meaning of the Banking and 
Financial Dealings Act 1971. This is to ensure the Health and Safety of 
staff members. 

 
10.5.7. The Contractor shall conduct a thorough security sweep of the Client’s 

open-plan workstation areas and offices at the commencement of any 
shift out with normal working hours and ensure that a report of any 
breach is presented to the Client, in an agreed format, on the first 
Working Day following the discovery of the breach. 

 
10.5.8. During the Mobilisation Phase, the Contractor shall draw-up a 

comprehensive list of locations and assets to be overseen as part of the 
security Service and present this database to the Client for their 
approval. Once approval is forthcoming, this database shall provide the 
primary focus of the Contractor, during their guarding out with normal 
working hours. 
 

10.6. Controlled Access 

 
10.6.1. It shall be the sole responsibility of the Contractor to control adequately 

ingress and egress to the Affected Properties during any shifts out with 
normal working hours. At no time shall the Contractor allow the entrance 
of unauthorised individuals into the Affected Properties, and it shall be 
the Contractor’s sole responsibility to manage the Service so that there 
is no incident of unauthorised access. 

 
10.6.2. The Contractor shall be responsible for politely challenging any person 

not wearing an appropriate pass at any time, including recognised staff 
of the Client, to assure themselves that any and every person has a valid 
reason for being on the Affected Properties. The Contractor shall have 
in place procedures for Security staff to escalate any potential intrusion, 
including calling for immediate police attendance. The Client shall expect 
to have continuous access to these procedures, which shall be in place 
from the Contract Date, and to agree with the Contractor any occasional 
variations that may prove necessary. 
 

10.6.3. The Contractor shall ensure that the Security staff at all times have 
available to them a list of expected deliveries, the approximate time they 
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are meant to take place, and any access required for these deliveries. 
At no time shall the Contractor allow access to the Affected Properties 
for any deliveries not previously notified. The Contractor shall be 
responsible for scanning any items received outside core service hours, 
other than pre-notified scheduled deliveries. The Contractor shall ensure 
that guarding personnel receive adequate training for this purpose. 
 

10.7. Reporting 

 
10.7.1. The Contractor shall keep a record on all sites covered by this Service, 

showing times of inspections, any incidents noted by the Security staff, 
thefts and any faults to the Affected Properties requiring further attention 
by the Contractor. Problems or faults shall be reported to the Helpdesk 
on identification. These records shall remain open to the Client for audit 
and inspection at all times, as a means for assessing the performance 
of the Security Service. The Contractor shall report thefts to the Client’s 
Security Advisor (the Departmental Security Officer or nominated 
representative) and the Police as required. 

 
10.7.2. The Contractor shall be responsible for delivering daily security reports 

to the Client, indicating any incidents, confirmation of patrols and any 
other issues that shall be brought to the Client’s attention. These security 
reports, in a format to be agreed with the Client during the Mobilisation 
Phase, shall be presented by 10.00 am each Working Day, to the 
nominated Client staff member(s). 

 
10.7.3. Where card access systems are in use, the Contractor shall provide the 

Client with regular transaction reports and ad-hoc reports as required by 
the Client.  
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11. Mobilisation 

11.1. General: 

 
11.1.1. During the Mobilisation Phase the Contractor shall work cooperatively 

and in partnership with the Client, incumbent Contractor, and other 
Contractor(s), where applicable, to understand the scope of Services to 
ensure a mutually beneficial handover of the Services. 

 

11.2. Mobilisation Plan:  

 
11.2.1. The Contractor shall: 

 
11.2.1.1. work with the incumbent Supplier and Client to assess the scope 

of the Services and prepare a Mobilisation Plan which clearly 
demonstrates how they shall mobilise all of the Services as 
detailed in this Schedule; 

11.2.1.2. produce a Mobilisation Plan (to be agreed by the Client) for 
carrying out the requirements within the Mobilisation Phase 
including key Communication Plan, Milestones and 
dependencies; 

11.2.1.3. appoint a Contractor’s Authorised Representative who shall be 
responsible for the management of the Mobilisation Phase. This 
is to ensure that the Mobilisation Phase is planned and resourced 
adequately, and act as a point of contact for the Client; 

11.2.1.4. detail how they shall work with the incumbent Contractor and the 
Client’s Authorised Representative to capture and generate 
information such as Asset data etc.; 

11.2.1.5. produce and implement a communications plan, to be agreed with 
the Client, including the frequency, responsibility for and nature of 
communication with the Client and end-users of the Services; 

11.2.1.6. produce a Mobilisation Report for each Affected Property to 
encompass programmes that shall fulfil all the Client's 
requirements. The format of the reports and programmes shall be 
in accordance with the Client's requirements. Particular attention 
shall be paid to establishing the operating requirements of the 
occupiers in drawing up these programmes for agreement with 
the Client; 

11.2.1.7. manage and report progress against the Mobilisation Plan; 
11.2.1.8. construct and maintain a Mobilisation Risk and Issue Register in 

conjunction with the Client detailing how risks and issues shall be 
effectively communicated to the Client in order to mitigate them; 

11.2.1.9. attend Progress Meetings (frequency of such to be determined) 
in accordance with the Client's requirements during the 
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Mobilisation Phase. Mobilisation meetings shall be chaired by the 
Client and all meeting minutes shall be kept and published by the 
Contractor; 

11.2.1.10. ensure that all risks associated with the Mobilisation Phase are 
minimised to ensure a seamless change of control between 
incumbent provider and the Contractor; and  

11.2.1.11. embed mobilisation processes into operational procedures during 
the transitional phase. 
 

11.3. Interaction with the Client 

 
11.3.1. The Contractor shall: 

 
11.3.1.1. familiarise itself with the Affected Properties and the needs of the 

building users; 
11.3.1.2. conduct site visits where weaknesses in Asset data have been 

identified, to reassess the accuracy of the data contained in the 
Data Pack; 

11.3.1.3. ensure that it is appropriately equipped to deal with the level of 
liaison and stakeholder management, including: 
• liaison; 
• reporting; 
• co-ordination and provision of Services; 
• attendance at meetings; and 
• management and resolution of building user issues 

 
11.3.1.4. undertake ‘Engagement Surveys’ throughout the Service Period 

and action any key issues that arise. The content, format and 
frequency of these surveys shall be agreed between the 
Contractor and the Client during the Mobilisation Phase of the 
Contract. 

11.3.1.5. develop internal Staff Networks and demonstrate how these shall 
work collaboratively with the Client’s staff networks. The structure 
and terms of reference for these networks shall be agreed 
between the Contractor and the Client during the Mobilisation 
Phase of the Contract. 

11.3.1.6. collect Demographic Data (about themselves and their supply 
chain) to allow analysis, which shall highlight areas for 
improvement within the KPI’s. Details of the data required is to be 
agreed between the Client and the Contractor during the 
Mobilisation Phase of the Contract.  
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11.4. CAFM System during the Mobilisation Phase 

 
11.4.1. During the Mobilisation Phase, the Contractor shall: 

 
11.4.1.1. ensure (via Asset verification or by other means) that all Assets 

held on the Affected Properties are uploaded into the CAFM 
System during the Mobilisation Phase; 

11.4.1.2. work with the incumbent Contractor to facilitate a transfer of all 
Asset data and historical maintenance data into the new CAFM 
System during the Mobilisation Phase ready for Service starting 
date; 

11.4.1.3. be responsible for undertaking an Asset verification exercise that 
shall review and establish the quality of the Client’s Asset data 
and hierarchies.   

11.4.1.4. The Contractor shall provide the results of the Asset verification 
exercise in a formal Report, which shall include: 
• a summary of findings; 
• a proposed project plan; 
• proposals for developing the data held on the CAFM system 

so that it is fully compliant with the coding requirements of 
SFG20, Uniclass 2015 (or later version) and NRM3. 

 
11.4.1.5. liaise in detail with the Client to ensure that the proposed systems 

can interface with existing systems during the Mobilisation Phase; 
11.4.1.6. be in continuous contact with the Client’s IT teams for the 

establishment of the CAFM System and for the provision of 
information on the intranet (if required). The Contractor shall 
provide the CAFM System for the Client. The ownership of the 
Client's data contained within the CAFM System  remains at all 
times with the Client whether before, during or after the Service 
Period and/or following any termination. 

11.4.1.7. ensure that during the Mobilisation Phase that all business-critical 
Assets are denoted as critical within the CAFM System to ensure 
that the correct response categories are applied. Where this 
information is not available or incomplete, the Contractor shall 
assess the scope of the Asset and advise the Client where there 
are business critical Assets or Assets requiring maintenance. 

11.4.1.8. the Client has special requirements associated with its Tier 2 Data 
Centre within the Saughton House property, which shall require 
specialist considerations during the Mobilisation Phase. 

11.4.1.9. ensure that full CAFM System training is provided to all staff, 
Subcontractors, Client’s Authorised Representatives and other 
Contractor(s) where applicable prior to Service starting date; 
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11.4.1.10. ensure that all helpdesk staff are fully trained and ready to 
mobilise the helpdesk at the Service starting date;  

11.4.1.11. provide a reasonable quantity of user licences for the Client, 
which shall be transferable; 

11.4.1.12. ensure that all appropriate information required for a successful 
mobilisation and transition of Service Delivery is obtained from the 
incumbent Contractor before the Service starting date;   

11.4.1.13. ensure the CAFM System can produce all reports as required 
under the reporting requirement as set-out in other sections of this 
Scope; 

11.4.1.14. ensure the format, standard and frequency of reporting is 
developed and agreed with the Client and any other Contractor(s) 
where applicable, and Delivered in accordance with their 
requirements; 

11.4.1.15. ensure that the full reporting capability is fully functional within the 
CAFM System at Service starting date to enable the Contractor 
to report against their contractual performance measures; 

11.4.1.16. ensure that the information required to report against KPIs 
performance is contained within the CAFM System; 

11.4.1.17. ensure that all Assets are referenced in two hierarchical 
structures to include Service type and location;  

11.4.1.18. ensure that at the end of the Mobilisation Phase the CAFM 
System has the ability to perform all Services; 

11.4.1.19. ensure that the CAFM is sufficiently populated at the Service 
starting date to accommodate all required maintenance activities 
within the PPM schedule for each Affected Property; 

11.4.1.20. the Contractor is expected to comply fully with the provisions of 
the Contract relating to compliance with the General Data 
Protection Regulations (GDPR) and to demonstrate that they 
have a thorough understanding of what is required in order to 
comply; and 

11.4.1.21. adhere to the Client’s policy on Information Security. 
 

11.5. Handover of Services 
 

11.5.1. At the end of the Service Period or on termination if earlier, the 
Contractor shall: 
 

11.5.1.1. ensure there is no diminution of the Services up to and including 
the final day of the Service Period or the last day that the Services 
are to be provided prior to the day of termination; 

11.5.1.2. ensure that all work is transferred to any new Contractor or 
Contractors as smoothly and efficiently as possible; 

11.5.1.3. draw any outstanding work to a close at an appropriate stage as 
agreed with the Client; 
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11.5.1.4. hand over to the Client all documents and information relating to 
the Services; 

11.5.1.5. return to the Client any equipment owned by the Client and used 
by the Contractor; and 

11.5.1.6. co-operate fully with any incoming Contractor or Contractors. 
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12. Social & Ethical Management  

12.1. Fair Work Practices 
 

12.1.1. The Scottish Government (SG) is persuaded by evidence that shows 
that the delivery of high-quality public services is critically dependent on 
a workforce that is well motivated, well led and has appropriate 
opportunities for training and skills development. These factors are also 
important for workforce recruitment and retention, and thus continuity of 
service. The Scottish Government itself has adopted workforce policies 
to meet these requirements. These policies include: 
 
• a pay policy that includes a commitment to supporting the Real 

Living Wage for the duration of each parliament;  
• being a Scottish Living Wage Accredited employer 
• fair employment practices;  
• clear managerial responsibility to nurture talent and help 

individuals fulfil their potential;  
• a strong commitment to Modern Apprenticeships and to the 

development of Scotland’s young workforce, including Investors in 
Young People;  

• promoting equality of opportunity, fostering good relations, 
developing a diverse workforce through our Equality and 
Diversity Policies and ensuring relevant equality of pay; 

• support for learning and development;  
• no inappropriate use of zero hours contracts and stability of 

employment and hours of work;  
• no inappropriate use of “umbrella” companies  
• supporting flexible working and support for family friendly 

working, including through the Healthy Working Lives Award 
Programme; 

• career opportunities;  
• flexitime;   
• career breaks; and 
• supporting genuine progressive workforce engagement and 

encouraging trade union recognition through our trade union 
recognition agreements to give staff an effective voice.  
 

12.1.2. The Contractor and Subcontractors workforce must take a similarly 
positive approach to Fair Work practices as part of a fair and equitable 
employment and reward package. The Contractor is required to monitor 
and report progress back to the Client and this shall be monitored 
throughout the Service Period.  
 

12.1.3. The Scottish Government considers it makes good business sense to 
treat your people fairly. Businesses that promote inclusive employment 

https://thisisremarkable.com/accreditation/investors-in-young-people
https://thisisremarkable.com/accreditation/investors-in-young-people
https://www.healthyworkinglives.scot/award-programme/Pages/award-programme.aspx
https://www.healthyworkinglives.scot/award-programme/Pages/award-programme.aspx
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practices are more productive, and more innovative. The Contractor 
shall be expected to work with the Client’s FM management team to 
ensure that their work force engaged within this Contract has the 
opportunities to develop their skills and job progression through 
improved job satisfaction. 

 
12.1.4. A diverse workforce that reflect the diverse range of customers and the 

community in which they are based are more creative, and more 
innovative. Having a wide range of skills and experience that reflects all 
of society, including those with disabilities, from varying ethnic 
backgrounds or offers a balanced gender representation means that 
businesses are more likely to design products and services for a broader 
customer base. The Contractor shall assist in developing a more 
inclusive, balanced range of people and gender balance. 

 
12.1.5. Decent pay is the bedrock of a decent, thriving society. It builds 

confidence in individuals, as well as in consumer markets. It enables 
people to plan for their future, to feel that opportunities are open to them, 
to gain a sense of purpose. Such confidence does not just create a 
better workforce for today, but by supporting families in a fairer society, 
the Living Wage can help break cycles of deprivation and give 
Scotland’s children a brighter future. The Contractor shall work with the 
Scottish Government for a fair pay and equal pay policy that includes a 
commitment to supporting the Real Living Wage (Scotland) 
(https://scottishlivingwage.org/what_is_the_living_wage), and ensure 
that all Subcontractors do the same, but also reflect Equal pay for men 
and women in the same employment performing equal work receiving 
equal pay while addressing other pay disparities, as set out in the 
Equality Act 2010. 
 

12.2. Community Benefits – Education, Skills and Training 
  

 
12.2.1. 'Community Benefits' in this Contract context are contractual 

requirements which deliver a wider social benefit in addition to the core 
purpose of the Contract. In particular, requirements in relation to 
targeted training, recruitment and or the availability of Subcontracting 
opportunities (as detailed at paragraph 3.9 of this Schedule 1) and or 
which is otherwise intended to improve the economic, social or 
environmental wellbeing of the authority’s area in a way additional to the 
main purpose of the Contract in which the requirement is included. 
 

12.2.2. The Contractor is required to secure the creation of employment and 
training opportunities in connection with the Contract.  The specific 
targets for these opportunities are to be specified within the Contractor’s 

https://scottishlivingwage.org/what_is_the_living_wage
https://www.equalityhumanrights.com/en/node/2206
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Employment Skills Plan (ESP), which shall be finalised during the 
Mobilisation Phase. 

12.2.3. The Contractor shall seek to secure such opportunities through targeted 
recruitment and training from priority groups. The Contractor shall have 
a robust methodology for engaging and recruiting from these groups. 
 

12.2.4. In addition to achieving the Training, the Contractor must nominate a 
Client Coordinator who shall be responsible for reporting progress 
against the ESP to the Clients during the Service Period. 
 

12.3. Work Placements – Curriculum for Excellence Guidance 
 

12.3.1. Curriculum for Excellence offers the flexibility for a more individualised 
approach to work placements and work shadowing which is relevant and 
meaningful for young people, providing opportunities for them to 
consider the skills they shall need in advance of their placement, to 
practice and develop their skills during the placement and to reflect on 
their experience post-placement.   
 

12.3.2. By offering a young person a work placement, employers and 
businesses can gain new ideas and fresh enthusiasm, as well as a cost-
effective means of reaching potential employees and customers. A work 
placement can come in many different forms - there is no one size fits 
all approach. Employers can decide if they would like to have a young 
person work with them for a set period of time annually, on a monthly 
basis or one day per week. Engaging innovatively with young people 
can also help employers and businesses improve their performance and 
develop their workforce through opportunities to develop for example 
coaching and mentoring skills. 

 
12.3.3. The Contractor is required to secure the creation of work placements 

and work shadowing opportunities in connection with the Contract. The 
project specific targets for these opportunities are specified within the 
Employment Skills Plan (ESP). 
 

12.4. Employment Skills Plan                                                                       
  

12.4.1. The Contractor shall seek to secure employment, skills and training 
opportunities through targeted recruitment and training of the long-term 
unemployed and other priority groups and shall be required to report 
delivery against ESP targets. The Contractor must take account of the 
following guidance:  
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https://www.citb.co.uk/national-skills-academy-for-construction/what-is-
the-national-skills-academy-for-construction/client-based-approach/ 

Funding to assist in the developing and delivery the ESP is available. 
Further information can be obtained from: 
https://www.citb.co.uk/funding/types-of-funding/,Contact: 
Laura.brady@citb.co.uk 

Employment & Skills Plan ESP (minimums) 

1 Work Placement – persons 60 

2 Jobs created (including Modern Apprenticeships and 
Graduates) 
  

40 

3 Careers Information, Advice & Guidance (CCIAG) 
Events 
 
 

40 

4 Training Weeks on site 1600 

5 Qualifying the Workforce – project workforce 
Total of 5(a) plus 5(b) plus 5(c) plus 5(d) 

 
60 

5(a) 
5(b) 

Qualifications gained (equiv. NVQ2 and above) 
(a) Main (Service Provider) Contractor  

  

30 

5(c) 
5(d) 

Industry certification gained (Short Duration Training) 
(c) Main (Service Provider) Contractor 
(d) Sub Contractor 

30 

6 Training Plans 20 

7 Case Studies         Project Specific – 2 cases annually 

 
The target figures specified in the table above are to be carried out during the Service Period. 
For the avoidance of doubt, this means the targets must be achieved within the first 7 (seven) 
Contract Years. 
 

12.5. Community-Based Activities 
 

12.5.1. The Contractor shall become involved with Community-Based Activities 
that local people can engage with on a region-by-region basis. These 

https://www.citb.co.uk/national-skills-academy-for-construction/what-is-the-national-skills-academy-for-construction/client-based-approach/
https://www.citb.co.uk/national-skills-academy-for-construction/what-is-the-national-skills-academy-for-construction/client-based-approach/
https://www.citb.co.uk/funding/types-of-funding/
mailto:Laura.brady@citb.co.uk
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shall be carried out throughout the Service Period and have a long term, 
sustainable impact.  This could include: 
 
• community gardens/allotments/orchards; 
• supporting local clubs and associations e.g. playgroups, sports 

clubs,  day centres; and 
• biodiversity schemes and activities. 

12.6. Equality 
 

 
12.6.1. The Contractor is required to adhere to, and fulfil all obligations relevant 

under the Equality Act 2010, and to ensure any subcontractor employed 
in the delivery of the services adheres to, and fulfils all obligations 
relevant under the Equality Act 2010. 
 

12.6.2. The Contractor is required to put in place arrangements that shall 
support the Client’s equality objectives and obligations. The Contractor 
shall be required to demonstrate how its employment policies and 
practices and those of Subcontractors in the delivery of the services 
prevent discrimination, harassment and victimisation or other unlawful 
conduct; advance equality of opportunity; and foster good relations. The 
Contractor shall be required to have in place the following that 
demonstrate the promotion of equality of treatment and opportunity:  
 

• policy; 
• roles and responsibilities; 
• objectives, targets and programmes; 
• training and awareness; 
• communications (including whistle blowing); and 
• documentation and procedures. 

 

12.7. Fair and Ethical Supply Chain 

 
12.7.1. The Contractor shall perform its obligations in accordance with the 

Client’s ethical sourcing policy, which is to promote appropriate legal, 
ethical and social standards, including in relation to human rights and 
worker conditions in accordance with ILO core conventions and local 
labour laws, and preventing human trafficking / modern slavery, worker 
exploitation or corruption in the supply chain. 
 

12.7.2. The Contractor must take all reasonable steps to ensure that products 
and materials used and supplied under this Contract are provided after 
due regard to ethical sourcing and human rights, working conditions, 
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human trafficking and exploitation / modern slavery, other exploitation 
and corruption. This includes all International Labour Organisation (ILO) 
core conventions that have been ratified by the country of their origin. 
 

12.7.3.  The Contractor shall have in place fair and ethical supply chain 
management systems and processes, which demonstrate an on-going 
and systematic approach to identifying and managing risks for the 
materials or equipment used and workforce involved in service delivery, 
which is capable of being monitored and reported. 
 
This should include: 

 
• Policy; 
• roles and responsibilities; 
• objectives, targets and programmes; 
• training and awareness; 
• communications (including whistle blowing); 
• documentation and procedures; 
• supply chain management; 
• emergency response; 
• monitoring and reporting (including identification of all 

Contractors, changes made and audits undertaken in accordance 
with appropriate standards e.g. ETI Base Code, SEDEX, or 
equivalent); and 

• corrective action and review.   
 

12.7.4. The Contractor shall be required to demonstrate continual improvement 
in these areas in order to manage identified risks while enhancing 
policies and systems and, where relevant, work with the Client during 
the term of the Contract to ensure compliance with new and emerging 
legislation. 
 

12.7.5. The Contractor shall take appropriate action to ensure that labour 
standards are being maintained in line with ILO core conventions and 
local labour laws, throughout its supply chain(s) for products and 
materials used or supplied in the delivery of this Contract. 
 

12.7.6. The Contractor shall also take action to promote human rights including 
security of employment rights, equality of opportunity, prevention of 
corruption and fair trade within the supply chain in connection with 
delivery of this Contract. 

 

 

 

https://www.ethicaltrade.org/eti-base-code
https://www.sedexglobal.com/about-us/what-is-sedex/
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12.8. Human Trafficking and Exploitation (Scotland) Act 2015 incl. Modern 
Slavery Act 2015 

 

12.8.1. Human trafficking is about the illegal trade of human beings for 
exploitation, which also encompasses the offence of slavery, servitude 
and forced or compulsory labour. 
 

12.8.2. Human trafficking involves recruitment, harbouring or transporting 
people into a situation of exploitation through the use of violence, 
deception or coercion and forced to work against their shall. In other 
words, trafficking is a process of enslaving people, coercing them into a 
situation with no way out, and exploiting them. 
 

12.8.3. Section 54 of the Modern Slavery Act 2015 (the equivalent UK legislation 
to the Human Trafficking and Exploitation (Scotland) Act 2015) applies 
in Scotland. Businesses covered by the Transparency in Supply Chains 
regulation (Section 54) (commercial organisations with a turnover of 
more than £36 million in any part of the United Kingdom) are required to 
file a Slavery and Human Trafficking Statement every Contract Year. 
The impact shall still be felt by commercial organisations with a turnover 
of less than £36 million who are likely to be in the supply chains of larger 
businesses. 
 

12.8.4. Therefore, the Contractor under this FM contract shall be asked to 
consider and report on what steps they have taken or to be taken to seek 
out and prevent human trafficking occurring in their supply chains 
associated with the implementation and continual delivery of the 
Services 
 

12.9. Security and Crime 
 

12.9.1. The Contractor is required to ensure the services are delivered in a safe 
and secure manner, while preventing any potential crime, e.g. fraud, 
modern slavery, human trafficking, money laundering, cyber-crime, 
corruption etc. 
 

12.9.2. The Contractor shall be required to provide continuing evidence during 
the Service Period that it is not subject to grounds for exclusion under 
regulation 58, 71(3) and 71(9) of the Public Contracts (Scotland) 
Regulations 2015, including those relating to Serious Organised Crime. 
 

12.9.3.  The Contractor shall ensure that all Contracting Staff and all 
Subcontractors requiring access to the Affected Properties have the 
appropriate security clearance throughout the Service Period. It is the 
Contractor’s responsibility to establish whether the level of clearance 

http://www.legislation.gov.uk/asp/2015/12/contents/enacted


 23 June 2020 

141 | P a g e  F a c i l i t i e s  M a n a g e m e n t  ( F M )  S e r v i c e s  C o n t r a c t  –  C A S E / 4 3 7 5 7 0  
 

shall be sufficient for access. Unless prior approval has been received 
from the Client, the Contractor shall be responsible for meeting the 
Costs associated with the provision of the correct security clearance 
requirements. 
 

12.10. Socio-economic Impact of this Contract 
 

12.10.1. The table below outlines the intended socio-economic outcomes of this 
Contract. The Contractor shall actively work with the Client to support 
the delivery of these outcomes.  

Socio- Economic Issue Mitigations under this FM contract 

Equality Prevent discrimination, advance equality, foster good 
relations, and reduce inequality  

Employment, Skills and 
Training 

Delivered throughout the supply chain, including third 
sector, supported businesses and SMEs, and via the 
delivery of contractual Community Benefits 

Small and Medium Sized 
Enterprises (SME’S) and 
third sector  

 

Improved access to public contracts for SMEs, via the 
advertisement of all high value procurement opportunities 
on the Public Contracts Scotland website, making it 
easier for SMEs/ third sector companies to find and win 
contracts. 

Fair Work Embed Fair Working Practices for all workers engaged in 
the delivery of the contract and throughout the supply 
chain. 

Prompt Payment in the 
Supply Chain 

Paying invoices promptly has sound business benefits as 
well as being ethical and fair. 

Paying on time ensures those suppliers’ cash flows are 
healthy, which has positive benefits for those companies, 
as well as minimising disruption to the supply chain. This 
shall be monitored and reported on throughout the 
Service Period to ensure compliance. 

Health and Wellbeing Health and Safety of all Contractor/ sub-contractor staff 
as well as users of the Services. Wellbeing for all 
promoted through Fair Work Practices. 

Fairly and Ethically trade Compliance with Human Rights legislation with a 
strategic aim to improve working conditions and prevent 
worker exploitation within the supply chain. Reduce and 

https://www.publiccontractsscotland.gov.uk/
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eliminate the use of conflict minerals, and the sustainable 
use of natural resources. 

12.11. Sustainability 
 

12.11.1. The Procurement Reform (Scotland) Act 2014 builds on the work of 
Public Procurement in Scotland. It establishes laws about sustainable 
public procurement to maximise the social, environmental and economic 
benefits through effective and efficient procurement activity 
 

12.11.2. Smart use of procurement can play a key role in promoting jobs and 
growth, encouraging innovation, boosting training and apprenticeship 
opportunities and helping small and medium enterprises (SME’s) third 
sector organisations and supported businesses to compete effectively 
for contracts. This includes promoting equality and reducing inequality 
by targeting recruitment and training at particular priority groups to enter 
and progress in the labour market. 
 

12.11.3. The National Performance Framework provides a clear vision for 
Scotland with broad measures of national wellbeing covering a range of 
economic, health, social and environmental outcomes, indicators and 
targets, which in turn support the UN Sustainable Development Goals. 
 

12.11.4. Scotland has adopted an approach ‘to focus on creating a more 
successful country with opportunities for all of Scotland to flourish 
through increased wellbeing, and sustainable and inclusive economic 
growth’. 
 

12.11.5. The Contractor shall support all requirements of the Client’s 
sustainability policies and obligations, including the Sustainable 
Procurement Duty to improve the economic, social and environmental 
wellbeing of the authority’s area, in particular reducing inequality, 
facilitate the involvement of small and medium sized enterprises 
(SMEs), third sector bodies and supported businesses and promoting 
innovation. 
 
https://www.gov.scot/publications/guidance-under-procurement-reform-
scotland-act-2014/ 
 

12.11.6. The Contractor shall ensure that the Works/Services/tasks are 
performed in accordance with the Client’s environmental policy, which 
is to conserve energy, water, wood, paper and other resources, reduce 
waste and phase out the use of ozone-depleting substances and 
minimise the release of greenhouse gases, volatile organic compounds 
and other substances damaging to health and the environment. The 

https://www.legislation.gov.uk/asp/2014/12/contents
https://nationalperformance.gov.scot/
https://www.un.org/sustainabledevelopment/
https://www.gov.scot/publications/guidance-under-procurement-reform-scotland-act-2014/
https://www.gov.scot/publications/guidance-under-procurement-reform-scotland-act-2014/
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Contractor should also contribute to the transition to a more circular 
economy. 
 

12.11.7. The Contractor shall comply with all applicable environmental, social 
and labour laws and regulations for the duration of the Service Period. 
The Contractor must promptly provide all such information regarding the 
environmental and social impact of the Contract within 20 (twenty) 
Working Days from request by the Clients. 
 

12.12. National Outcomes and Relevant Legislation 
 

12.12.1. The Contractor shall be expected to meet and support the delivery of 
relevant National Outcomes and all relevant requirements associated 
with Scottish Government policies and relevant legislation. National 
Outcomes that are currently relevant to this Contract include: 

• We have a globally competitive, entrepreneurial, inclusive and 
sustainable economy. 

• We have thriving and innovative businesses, with quality jobs and 
fair work for everyone. 

• We live in communities that are inclusive, empowered, resilient and 
safe. 

• We tackle poverty by sharing opportunities, wealth and power more 
equally. 

• We value, enjoy, protect and enhance our environment. 
• We respect, protect and fulfil human rights and live free from 

discrimination. 
• We are healthy and active.  

12.12.2. Policy and legislation which is relevant includes, but is not necessarily 
restricted to, the following as well as future policy or legislation which 
may be relevant, and which the Contractor shall be deemed to be aware 
of: 

• The Equality Act 2010 (General Duty) – broadly, the duty to 
prevent discrimination and promote equality of opportunity, duties 
relating to award criteria and performance, reporting progress, 
publishing equality outcomes; and  

• The Fairer Scotland Duty (Part 1 of the Equality Act 2010) - 
placing a responsibility on public bodies to actively consider how 
they can reduce inequalities of outcome caused by socio-economic 
disadvantage, when making strategic decisions (including major 
procurement exercises). 

https://www.legislation.gov.uk/ukpga/2010/15/section/149
https://www.google.co.uk/search?source=hp&ei=FXHeXOiBHaSJjLsP4ticwAU&q=The+Fairer+Scotland+Duty+%28Part+1+of+the+Equality+Act+2010&oq=The+Fairer+Scotland+Duty+%28Part+1+of+the+Equality+Act+2010&gs_l=psy-ab.12...2258.6605..8658...0.0..0.272.466.2j0j1......0....2j1..gws-wiz.....0.fwgRSbXCHqg
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• Community Empowerment (Scotland) Act 2015  – aimed at 
improving national outcomes through participative collaboration 
and consultation  

• Human Trafficking and Exploitation (Scotland) Act 2015 – 
prevent exploitation, support victims.  

• Human Trafficking – making sure that it is recognised, recorded 
and punished, and victims get the help and support they need, by 
creating an inclusive Scotland that protects, respects, promotes 
and implements internationally recognised human rights. 

• Making Things Last: a circular economy strategy for Scotland 
– reducing the need for raw materials, reducing emissions and 
waste, enabling innovation and employment, including for the third 
sector/ supported businesses. 

• Scotland's Economic Strategy - setting out the Scottish 
Government aims to achieve a more productive, cohesive and 
fairer country, prioritising boosting investment and innovation, 
maintaining a focus on internationalisation, and supporting 
inclusive growth. 

• Scottish Government Economic Action Plan 2018 – 2020 – 
supporting growth and business, including workforce skills, 
innovation, business support, sustainability, fair work. 

• Fair Work practices - Contractors delivering public contracts to 
adopt and demonstrate appropriate fair work practices for all 
workers engaged on delivering public contracts, including voluntary 
commitments to the payment of the real Living Wage. 

• Scottish Business Pledge - Contractors who do business in 
Scotland are encouraged to sign up to the Scottish Business 
Pledge. The Pledge is a voluntary business code supporting a 
shared ambition of boosting productivity, competitiveness, 
sustainable employment, and workforce engagement and 
development. 

• Living Wage accreditation - Contractors who do business in 
Scotland are encouraged to commit to the Living Wage 
accreditation scheme 

 

 

 

http://www.legislation.gov.uk/asp/2015/6/contents/enacted
http://www.legislation.gov.uk/asp/2015/12/contents/enacted
https://www.gov.scot/policies/human-trafficking/
https://www.gov.scot/publications/making-things-last-circular-economy-strategy-scotland/
https://www.gov.scot/publications/scotlands-economic-strategy/
https://economicactionplan.mygov.scot/
https://www2.gov.scot/Topics/Government/Procurement/policy/Procurementlivingwage
https://scottishbusinesspledge.scot/about/
https://scottishlivingwage.org/
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13. Glossary of Terms 
 

Term Definition 
Affected Properties Refers to all buildings relating to the Scottish Government and 

its Strategic Partners. 
Authorised 
Representative 

This means in the case of the Client the Service Manager 
and/or the Client’s Senior Representatives and in the case of 
the Contractor, the Contractor’s Senior Representatives. 

Application 
Programming Interface 
(API) 

This application allows different programs to mutually gain 
access to the information that they hold, for it to then be shared 
and collated. This results in the information being available to a 
greater audience as it does not require an individual developer 
to be in control of it, instead providing a display that can be 
reached by various parties. 

Business Continuity 
Plan 

The process of creating systems of prevention and recovery to 
deal with potential threats to the Client. In addition to 
prevention, the goal is to permit ongoing operation, before and 
during execution of disaster recovery. 

Carbon Management 
Plan 

This provides the Client a means to formulate a measurable 
and achievable strategy for reducing greenhouse gas 
emissions, in line with Scottish Government commitments. 

Change Management 
Plan 

This is a collective term for all approaches to prepare, support 
and help individuals, teams, and the Contractor’s organisation 
in making organisational change.  

Circular Economy This is a system aimed at minimising waste and making the 
most of resources.  

COBie A Building Information Model (BIM) in a spreadsheet format 
which displays the collective information of the project, 
presented in cohesion with the different stages involved. 

Code of Practice for 
the Protection of 
Unoccupied Buildings 

Guidance on the code of practice can be found at 
https://www.riscauthority.co.uk/free-document-
library/RISCAuthority-Library_detail.bdm10-code-of-practice-
for-the-protection-of-empty-buildings-fire-safety-and-
security.html 

Condition Survey and 
Forward Maintenance 
Register (FMR) 

A Condition Survey for each Affected Property shall be 
provided within the Data Pack. A Forward Maintenance 
Register defines the programme of works considered 
necessary over the first five Contract Years. 

Continuous 
Improvement Plan 

This is an ongoing plan to improve services, or processes. The 
plan shall offer improvement to the provision of Services and/or 
reduce the Charges without adversely affecting the 
performance of the Contract.  

Contract Year This means the period from the starting date to the date 
immediately prior to the first anniversary of the starting date in 
the following year, and subsequent one-year periods from each 

https://www.riscauthority.co.uk/free-document-library/RISCAuthority-Library_detail.bdm10-code-of-practice-for-the-protection-of-empty-buildings-fire-safety-and-security.html
https://www.riscauthority.co.uk/free-document-library/RISCAuthority-Library_detail.bdm10-code-of-practice-for-the-protection-of-empty-buildings-fire-safety-and-security.html
https://www.riscauthority.co.uk/free-document-library/RISCAuthority-Library_detail.bdm10-code-of-practice-for-the-protection-of-empty-buildings-fire-safety-and-security.html
https://www.riscauthority.co.uk/free-document-library/RISCAuthority-Library_detail.bdm10-code-of-practice-for-the-protection-of-empty-buildings-fire-safety-and-security.html
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Term Definition 
anniversary of the starting date, or such other one-year period 
to which the Client may agree. 

Data Park Matrix Means the data pack matrix contained within the data pack 
Defects Correction 
Period 

Means the period of 12 )twelve) months from the date of 
completion of Project Works 

Employment Skills 
Plan 

Means a plan highlighting a group of essential abilities that 
involve the development of a knowledge base, expertise level 
and mind-set that is increasingly necessary for success in the 
modern workplace. 

Environmental 
Management Plan 

This establishes what the Client needs to do in order to manage 
itself to meet its environmental, economic and social goals. 

Estimate Means an assessment made by the Contractor of the likely cost 
of work based on the Contractor’s professional experience, 
giving a breakdown of the likely costs (including labour, 
materials, profit, overheads and any other relevant costs. 

Exit Management Date Is the date of expiry of the Service Period or if earlier the date 
that the Service Manager issues a termination certificate  

Exit Management 
Procedures 

means the procedures and other matters detailed in Schedule 
10 (Exist Management Procedures) with which the Contractor 
has to comply 

Exit Period is the period beginning on the Exit Management Date and 
ending three (3) months thereafter 

Exit Plan means the plan to be prepared by the Contractor in order to 
comply with the Exit Management Procedures and which shall 
meet the requirements of the Exit Management Procedures 

Final Staff List means the final list of Outgoing Employees prepared in 
accordance with the requirements of Schedule 10. 

Financial Threshold 
Liability (FTL) 

The threshold above which the Client shall be subject to pay for 
product and services.  This is set at £1,000. Refer to Section 
8.2. 

Main Contractors 
Discount 

The discount is applied to the value of works undertaken by the 
subcontractor and deducted from any application for payment 
on Projects. 

Major/Large Works Means works greater than £50,000 and entails Projects arising 
from the Services that are not included in the Prices and are 
raised via a work order by the Client.   

Management 
Information System 

An information system used for decision-making and for the 
coordination, control, analysis, and visualisation of information 
in the Contractor’s systems. 

Minor/Small Works Means small works (less than £50,000) and includes Projects 
arising from the Services which are not included in the  Prices 
and are raised via a work order by the Client; 

Mobilisation Phase Means the period of (a) three months before the starting date and 
(b) six months after the starting date during which the Contractor 
shall mobilise service delivery. 
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Term Definition 
Montreal Protocol An international agreement put in place to phase out the 

production and use of ODS’s due to the damage to the ozone 
that they have proven to cause. The parameters of the protocol 
have continued to change as new substances have been 
developed over time. 

NRM3 The New Rules of Measurement (NRM3) is a standard method 
of measurement for project works. 

ODP/GWP Compounds  Ozone Depleting Potential (ODP) relates to the level of harm to 
the ozone that takes place when Ozone Depleting Substances 
(ODS) are used such as Chlorofluorocarbons (CFC’s) and 
Hydrochlorofluorocarbons (HCFC’s). Global Warming Potential 
(GWP) compounds are those that increase the risk of global 
warming by having a similar ratio of substance warming to 
carbon dioxide warming. 

Operational Delivery 
Plan 

Is used for development and operational planning. This is a 
mechanism that shows strategic planning, and how the 
Contractor focusses on the use of technology, data and 
analytics to develop, maintain and improve the method of 
Contract delivery. 

OSHENS Occupational Safety Health and Environmental Notification 
System (OSHENS) is a comprehensive health and safety 
management system owned by the Client but operated and 
maintained by the Contractor 

PAS100  The Publicly Available Specification for Composted Material is 
the British Standard Institutions base level upon which the 
minimum quality level of compost is set against.  

Permit to Work(s) Means a system that is in place where strict controls are 
required due to the proposed work being identified as having a 
high risk. The work must be carried out against previously 
agreed safety procedures, a “permit to work” system. 

Planned Preventative 
Maintenance Schedule 
(PPM) 

Means the schedule of planned preventative maintenance 
compiled by the Contractor and approved by the Client to 
ensure Client assets remain in full working order and compliant 
with statutory legislation. 

Plant This is the infrastructure, building, fixed and immovable 
equipment and systems installed pursuant to the Contract 
(excluding Equipment), as replaced from time to time. 

Premises Record 
System 

Managing property records and metrics as defined in the Scope 
on the CAFM system 

PRINCE 2 PRojects IN Controlled Environments is a process-based 
method for effective project management.  

Project Any instruction given by the Client for works classified as either 
‘Minor/Small’ or ‘Major/Large’. 
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Term Definition 
Public Contracts 
Scotland (PCS) 
Procurement Portal 

Public Contracts Scotland is the national advertising website for 
the Contractor representing the Client to post Official Journal of 
the European Union notices and shall be used with projects 
over £250k. 

Quality Management 
Plan 

Quality management has four main components: quality 
planning, quality assurance, quality control and quality 
improvement. The Quality Management Plan is focused not 
only on product and service quality, but also on the means to 
achieve it. Quality management therefore uses quality 
assurance and control of processes as well as products to 
achieve more consistent quality. 

Quotation Means a full and binding breakdown of the fixed price for the 
Works or Services including labour, materials, profit, overheads 
and any other relevant costs.  Quotations shall remain valid for 
thirty days. 

Reactive Maintenance The Maintenance undertaken relating to this Scoping document 
for reactive tasks.   

RIBA Royal Institute of British Architects (RIBA).  This RIBA Plan of 
Work is a model for the building design and construction 
process.  

Scottish Government 
Fair Payment Scheme 

Government is committed to making improvements to payment 
practices across the public and private sector – with focus on 
actions that support smaller businesses. 
https://economicactionplan.mygov.scot/fair-work/ 

Service Delivery Plan This is a set of principles, standards, policies and constraints to 
be used to guide the designs, development, deployment, 
operation and retirement of services delivered by the 
Contractor.  

Service Transfer Date means the day occurring immediately after the expiry of the Exit 
Period. 

SFG20 SFG20 is the standard maintenance specification for building 
engineering services. More information can be found at  
https://www.sfg20.co.uk/ 

Supervisory Authority As defined by Data Protection Laws. 
Tier 2 Facility A data centre that allows power components and equipment to 

be substituted or removed without the power supply being 
interrupted. It looks to provide a 99.7% level of uptime that 
constitutes as 22 hours of downtime a Contract Year due to the 
restricted level of backup amenities. 

Timber and Timber 
Products (Placing on 
the Market) 
Regulations 2013 

A regulation that prohibits illegally harvested timber and timber 
products being placed on the EU market. Relevant trading 
which then takes place on the EU market must have the ability 
to trace the original source. 

TM44/F-Gas 
Regulations 

More information on F-Gas Regulations can be found at  
https://www.gov.uk/government/collections/eu-f-gas-
regulation-guidance-for-users-producers-and-traders 

https://economicactionplan.mygov.scot/fair-work/
https://www.sfg20.co.uk/
https://www.gov.uk/government/collections/eu-f-gas-regulation-guidance-for-users-producers-and-traders
https://www.gov.uk/government/collections/eu-f-gas-regulation-guidance-for-users-producers-and-traders
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Term Definition 
Uniclass 2015 A unified classification system used throughout the UK in all 

sectors of construction. It includes different categories of 
information tables such as Complexes, Entities, 
Spaces/Location, Activities, Elements, Systems and Products.  
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Appendix A. Performance Standards (PS) 
 

Separate Document 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix B. Incentive Schedule & Key Performance Indicators 
 

Separate Document 
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Appendix C. Collateral Warranties 
 

Separate Document 
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