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The sustainability of our business and the livelihood of all of us depend on the quality of
the relationships we have with you anthrough you, withour dients, our customers
andour suppliers.

High standards of business and personal ethics are essential and will ensure the
continued god reputation of your business amdir business.

T'Spencers

OurValues...

Customer . . Gettingit .
Focus Innovation Inclusion Teamwork Dong Ethics

We make our
customers’
problems go

away

Challenging
what we do
and how
wedoit

We work The sense of Honesty and
better when accomplishment] integrityin
we work in achieving everything
together our goals we do

Our diversity
reflects our
communities

... make us the social housing maintenance provider of choice.

Pleasemake suteyyouteam membersrreadhe TradesiWeorkerbangdhook

You can pick up some copies from one of our offices, and you can find it on the Portal.
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Some of the content within sections of this Handbook relatesmoof our clients only:
EA G KSNJ Y n & yi YHHYusiNG: Whese Nkt is the case, you will lseading bas
like these:

YnAy 3l h Nk
OR

¢ n Y IHpusing

How we prioritise
“r Spencers our work

FAN
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1 About Us

Spencergprovides a full range of property repair, maintenance and upgrade services to

government and commercial clientSpencers maintains around oieK A NR 2 F YnAy 3l
portfolioand all oft n Y QBokes.¢ KI 0 Q& | ongdd KA NRf 2 F $&Kab O2 dzy i NE
housingstock.

Our work is governed by maintenance contracts with our clients. Thistractor
CompanyHandbook, and our Trad&¥orkerHandbook, arevritten with those contracts in
mind.

We help provide safer, warmer, better maintained homes for
over 30,000 Kiwi families

That's 30 000 fa ntastic reasons to come to work every 'day'

Our Employees includefield-based scopers and supervispassurance antdealth and
safety advisorsadministration, finance, IT artdades teamsWe deliver work safely, on
time, to budget,and to the quality standards owatients andcustomers expect.

Our ClientsareY n A y 34Honhedland Communited§ Yn Ay 3l h NI 0 X | D2 @SNJ
provider of social housing across New Zealand,tamdY IRggkneration Limited¢ n Y I 1 A

Housing) that operates in East Auckland. We have Te IMahi (i laifténan¥e contracts

T2 N T2 d2NJredioni, ¥nd bne maintenance contract witm Y IH§uging.

Our Customers| NS 2 dzNJ Of ¢ithe gedpleWhdi 58S y Ay YahYBL AhNI |
Housing homes.

Our Trades are ourcontractorcompanies and their teams. We rely on you to carry out all
of our maintenance and upgrade work. We rely on you to work in line with our safety
NBIljdZANBYSyida FyR 2dz2NJ Ot ASydaQ ¢2NJ ljdzZ fAGe &l

ContractorCompany Handbook Document Name

TpSpencers JUL\2026V43  Version
Pages TD PPH 0z Reference



All of us, employeegontractod ' YR (G NI RSa ¢2NJ] SNE>X NBLINBaSyl
and about in the community. We adlke that responsibility seriously by remembering our
actions, attitudes and behaviour reflect on our own organisati@amd on theirs.

We haveoffices ineach of our contract regions.

Client Office Location

YnAy 3l Northland 11 Nell PlaceRaumanga,
2 K|y 3011M08 A
YnAy 3l Henderson/New 6 The Concourse
LynriNorth Shore Henderson Auckland)610
YnAy 3l Mt Roskill/Ellerslié 2890nehunga Mall Road
Auckland CBD Onehunga, Aucklanti061
YnAy3dl Hutt Valley 9 Marine Parade
Petone Lower Hutt 5012
A VIR ¢ n Y I {1 A Gate B, Pilkington Par893 Apirana Avenue

Point England, Aucklari72

You can find out a lot more about our company by referring to our website
WWW.Spencersnz.co.nz

Privacy

Spencers will not disclose youryate information to any third party except as required to

OF NNB 2dzi GKS O2YLIl yeQa odzaAySaa 2N G2 | 0ARS
with the Privacy Act and as ocontractor, you should do the sameYou can learn abdu

the NewZealand Privacy Act heréttps://elearning.privacy.org.nz/

Our contracts require us to provide reports, in MS Office Excel format, to our clients each
month. The reports relate to the ID cards we issue to people who work for us at the
properties, or are lists of theontractorcompanies that work for us, and their principals.
These require some private information, such as name, gender, ethnicity, profession, trade
registration details, and conflicts of interest.

You can view our Privacy Policy on the portal.

. 2dz Ydzald y20 aKIFINB @2dzNJ SYLX 28SSaQ LINAGFGS Ay
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Our Clients and Customers

2 Kainga Ora - Homes and Communities

Y n A Y 3d‘Horhebldnd Communities
OYnAy3dl hNIO A& GK! K—l 0
responsible for providing rental housing t ﬂlngﬂ r‘u

those mostin needY n A y 3 Fourh NJ ‘d Homes and Communities
biggest client.

CeSataNgddhi ¢ Warking Tofether

Throught S al KA, YmAy @Al Kih NI fenaitsivé Rell with ignily adi &
stability in connected communities, recognising that critical ta¢jwivell is the ability for
tenantsto have homes that are safe, warm, dry and healthy.

tfSrasS NBFTSNI G2 GKS /2RSa 2&inApgefidkdzOG G KF G | LI

When we are out and about in the community, speaking on
the phone to tenants, or putting notes into Te Mana, we
are representing our clients.

We all take that responsibility seriously by remembering
that our actions, attitudes and behaviour reflect on our own
organisation and on theirs.

We communicate promptly and sort out things that could
affect our work.

Our clients’ reputations and brands are as
important to us as our own.

If you see any safety risks or if you have welfare concerns about a customer
LI S as 02y i Chsiomet Buppobd Centie NGOABH1 601

LT &82dz 0KAY]l GKSNB Aa lyedkKAy3a AffS3art 3F2Ay13
anonymously.
YnAy 3l hNJ} CNJ dzROSGOYNRORMy (i SANAR (& [AYyS

0800463676
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Our Xamaa Y3 RegibnslJ-

Spencerss the largest o n A Yy Xl@daihtéddnce partnersWework acrosgour of

Y n A i BXlre@ians.

Northland
Kainga Ora Region 1

Mt Roskill / Ellerslie

Henderson / New Lynn

vI Kainga Ora Region 3

Sabad

Kainga Ora Region 2

Hutt Valley

Kainga Ora Region 8 in Wellington

Sy'Spencers
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3 Tomaki Housing

The¢ n Y Iretievelopmentarea contains Panmure,

Point England and Glen Innes.
| TAMAKI

The regeneration programme is improving streets, parks,
playgrounds and town centres. It is also working alongside m
whenua, the community, schools and businesses to create
training, employment and business opportunities, and enhanc
wellbeing foreverg y S K2 OFffta ¢nYl 1/

REGENERATION

https://tamakiregeneration.co.nz/th/tamakhousing/about/ T I IA I
HOUSING

EMPLOYMENT"
PRECINCT
9!

PANMURE
NORTH
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4 Tenants
Tenants @tecourcgstomers

4.1 Interactions

All interactionbetween contractors antenantsshouldbe appropriateto the situation

If you ever feel that a tenant is being particularly difficult or you think they are harassing
you, make an excuse to leave the property and make a point of reporting the situation to
{ LISy @B Slpefvisor or Health and Safety team.

Thefollowing generalrules apply whenyou deal with anypne
whe livesin the propetty where youaremorking
And their neighbours firiendsg /Ky dr \dgitors

The following ardine when talking tdenants

1  Discussing a pet that should be restrained.
7 Discussing the job to be done
1 Behaving in a friendly wayithout getting into any of the things on the next list:

The following are&NOT @propriate:

7 5Aa0dzaaAiy3d (GKS GSylryiaQ NBflFliA2yaKALl adl (dza
52y Q0 lyardmarkietl orihdes partner
52y Q0 R AperSozl lde oRdBnoedtit situation
1 Makingcomments or compliments to the tenant on their personal appearahcsv
they are dressed, or how tidy (or not) their home is.

1 Invitingtenants to have a social drink of alcohol, partake of illicit drugs, atpamtles,
or any other social eventand &ceptingany such invitation from a tenant.

Interacting irappropriately with tenants could result in an investigation and possibly
termination of your contract with Spencers. If one of your employees interacts
AYEFLLINRLINREF GSt e GKSe Yreée y2 f2y3aSNI oS |ff26SR

Developing prsonal relationships with tenants not allowed under any circumstances.
you do not follow these rules you can put yourself at risk

Please see the Codes of Conduct in Appendix 1 and Appendix 2.
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4.2 Access:and\Appeintments

LI AYyGYSylia aK2dZz R 0SS YIRS T2 NUsaORNG. OAaAil
An adult or a person chosen by ttenantshould be at home when you carry out any work.

LT GKSNBX Aa | R23 d GKS LINPLISNI&z LREtAGSEE |
leave the site straight away and contact Spen@eeslth and safety team, or the job

Supervisor.

If you are delayed please inform thenant6 € a Sy RAyYy 3 | G¢ NI RS 5St I &SR
the app or portal or ringing the customer to advise of delay.

# Use the customer’s preferred method of
communication

» Offer choices of appointment days and times
» Send appointment reminders

» Let them know how long the job will take

# Keep them informed of progress

As part of the maintenance team and ¢ Let them know when the job is finished

as a Tradesperson, you are the face of e Ask for their feedback

our clients when you're working in . L . .
S e & Recognise sensitive situations and act accordingly

o Tidy up

If the tenant has a mobile number you can use the
Schedule Appointment button.

If the tenant doesn’t have a mobile number, please
call them to make the appointment.
Then enter a new note, “Tenant Appointment”

In customers’ homes:

Be respectful

Keep the noise down

= Do not eat your lunch in the house

x Do not use the power, gas or water without
permission

= Do not use the toilet, bathroom or kitchen

At all properties:

= Do not bring anyone who does
not have a Spencers ID card

x Do not bring animals

x Do not park vehicles or storage
bins on the property

x Do not work if there are unsupervised

children, under 14 years old

NO SMOKING
NO VAPING
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Make a good impression:

1 Introduce yourself
1 Show your ID card

T hTFSNI G2 dzaS 0220 O20SNAR ¢6KSYy SyYyGaSNRy3

1 Kia Ora

When you make an My name is

appointment with a | am calling on behalf of SpencersandY n A y 3 h D

customer ¢nYl 1A to3di=dWlefaud maintenance job for . . .
(explain the job)

2 Kia Ora

Confirm the My name is

appointments the day | am calling on behalf of SpencersandY n A y 31 h

before ¢nYl 1A tozZadam olappointment for your
maintenance job tomorrow.

3 Kia Ora

Remind the customer My name is

30minutes beforethe  This& | NBYAYRSNI GKIFG LQff

appointment

take care of your maintenance job.

4

When you arrive at the
home

Kia Ora

My name is

| SNEQ&a Y& L5 OFNRO®

I am here on behalf of Spencers for our scheduled
appointment for your maintenance job.

Explaing for example:

This is going to take about an hour to get done.

LQY 3J2Ay3 G2 0SS dzaSR LR gS!
electricity. Is that OK?
LG O2dz R 3SG F oAlG y2AaasS
the noise down and I will clean up by I go.
5 hYZ 6SQNB |ff R2yS F2NJ (2tF
2 KSy (KS 22 GARASR dzLJ® 22dA R €2dz £ A ¢
Are you happy with that?
Thank you.
If moreworkisneeded L Q@3S R2yS gKI G L OFy F2NJ I

for example:

problem. Another Trade is needed next, so | will arrange
for that to get done. Someone will be in touch to make
another appointment with you.

TpSpencers
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5 Specified Materials / Procurement Items

All Contractos must;

Use only the specifiegprocurement itemsand specified materials. (If it is necessary to
use a nonrspecificprocurement item youwill need toprovide proof ofpurchase.)

hLlSy GNIXYRS I 002dzyiia todbiniKdiseolzidatest A Sy (4 Q & dzLILI A ¢
Advise us as soon as possible if there is a problem with getting procurement items.
Sothat you purchase andhstallonly the productsour clientsspecify andcanpurchase

them at thar discountedrates,you are required to open trade accounts witheir
suppliers.

We will send you a Trade Notification as soon as we know of any problem with the supply of
a procurement item, and let you know about alternative products you can use.

YnAy 3l hNE

Building supplies PlaceMakers

Carpet and underlay Godfrey Hirs{Nylon)
Bremworth(Wool)

Curtainsg window coverings Harvey Furnishings

Electrical supplieand extractor fans J A Russell Ltd

Heat pumps Trade Depot

Paint Resene Paints

Plumbing supplies Mico

Roof steel Diamond Roofing

Solid fuel heaters W H Harris

Stoves and Range hoods Electrolux NZ

Vinyl flooring Godfrey Hirst

¢ n Y [Hpusing

Supplier

Building supplies Carters
Carpets Godfrey Hirst
Curtains Curtain Studio

Electric stove partslectrical suppliesheat pumps

and ventilation products Ideal Electrical

Gas heating produc@nd plumbing supplies Mico

Hardware supplies Carters

Paint Wattyl

Stoves Electrolux Home Products
Vinyl flooring Godfrey Hirst

Working Together
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6 Your Company and Your People

6.1 Onboardingyour Gompany

When acontractorjoinsuswe providethis ContractorCompanyHandbook

We have formgo be filled into formalise things

anda member ofour Tradesand Assurance _

Teamexplains all of th requirements. One of JSpencers
those is ourService Level AgreemeELA) that

makes sure we know what to expect of each Partics and Particulars

fgreementstart date

other in our relationship. s

Parties SpencerHenshaw Limited [Spencers )

The SLA is the agreement between your busine fresutenmrmaar

and ours that helps us know what to expect of _ e
each other. Other important aspects of e
onboarding are: e

Contract Manager  Mame
orCantact Person

1 Accounting information

f Assisting to setip supplier accounts so that
you have access to the right procurement

Organisation Companyor

items and materials, and you obtain them at

the right places and prices. g T B —
1 Booking you and your team to attend our commanceren B

trades quality training sessions asdowing Bkt 11 _

youhow to access trades training manuals. 1 W v it aTyou bocarcaunt detis o 35 deposi i arstatemen]
1 Showing you how to use our internet portal

and tradesman mobile app to manage your L S

jobs.

2 KSYy @a@daedd the detailwe commence outhree-month onboarding process to
ensure our newcontractorunderstangour O f A $eguirenénts and the importance of

health and safety, to give them training oaor job managemensystem, and to explain the

job process. Other important elements of onboardimg lealth and safety inductiorsite

visits and inspections by our health and safety team, and work quality checks by our quality
assurance team.
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Company Health and Safety Pldif |ge== Ry
d2dz R2y Qi cHIhalDS 2 Ly | Fired o

Curent public liability insurance
policywith cover of at least
$5,000,000

Trade registrations angbb-related % An d

qualifications ~— Safety

Other certifications or memberships | %

Register of all hazardous substances‘ﬂ_ Plan
used in you work. ME =

! Scaffold E

Details of employees who will work s
at Spencersites along with their
WNRIKG G2 62N Q R20dzySyidao ¢KFG YSIya (GKSA
certificate, their or other country passport and valid work visa.

Ministry of Justice Conviction History Reports for company directors, key contacts and
anyone who will work with us carrying out maintenance work.

Advice of any potential conflicts of interest you might have in working with us.

I fAA0G 2F @2dz2NJ SYLJ 28SSa oK2 gAtft @g2N] oAl
Portal. We will need them to comply with Right to Work, Conflict of Interest and Conviction
History processes as part of the process.

6.2 Right te Wotk

We have to know that everyone working with us on our maintenance contracts can legally
work in New Zealand. So we need you to:

1

=

Show us that you are a New Zealand, Niue Tokelau or Australian citizen by providing
passport or citizenship certificate
Or provide your other their country passport and visa.
Attend an induction session/presentatiathis is usually delivered online.
Complete our Induction Form
The form asks people to advise us of some personal demographic information and
potential conflicts of interest.
Provide copies of trade registrations and qualifications
Provide a photo (head and shoulders with no sunglasses, face mask, cap, hat or
beanie), for ID cards.

When you request induction ofreew team memberto work with us the same
requirements apply.
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6.3 Beingantemployer

We all need to look after our employees, and in the first instance that means meeting legal
obligations and ensuring our people understand their rights and obligations too. We encourage
you to look into the great short educational modules Employment N¥iges via its fearning
website¢ for employersand for employees: www.employment.govt.nz/onlinelearning

EMPLOYMENT

NEW ZEALAND About  Contact  News Search Rapu Q
Starting employment Pay and hours Leave and holidays Fair work practices Resolving problems. Ending employment
Te timata | te mah Te utu me nga haora Whakamatuatanga me nga ga tikanga mahi tokeke Te whakatau raru Te whakamutu i te mah
harare
Home > Online learning >
Employment New Zealand >4 EVERYONE

sooutus Online learning

Online learnin; . . . . .
¢ Learn about essential employment information in these free learning modules.

Data and analysis

Cases of interest On this page
Employment legislation
J{ For employees J- Foremployers
Contactus
Privacy statement
Disclaimer Employment New Zealand's free online learning modules help employers and

employees understand their workplace rights and responsibilities. Covering key topics
Copyright like pay, leave, hours, and dispute resolution, these resources are designed to introduce
the basics being a great first step toward understanding your rights and obligations.
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6.4 Conflictsofiinterest

It is important that we are aware of and manage on potential conflicts of interest. We are
required to report these to our clients.

A conflict of interest can occur whenpgersonhas multipleinterests(such aginancial
involvement, shareholding or personal relationships) and meeting an obligation or duty, or
doing the right thing for one of those interests, could involve making a decision that could
adversely affect, or work against, another.

Conflicts of interest commonly occur in business. By declaring these conflicts of interest to
all concerned parties we can ensure people are not put into inappropriate or difficult
situations.

We ask contractor companies and their principalsligclose conflicts of interest when they
complete the Service Level Agreement, so that we can be clear about expectations. Failure
to declare a conflict of interest could cause problems later and could possibly result in
termination of the Agreement.

When your team members are inducted they will be asked to let us know about any people
they havepersonal or business relationships with who work for those organisateomd
declare any conflicts of interest

BusinessorPersanal dinterests

§ Please declare any shareholding or financial investment interests, or any personal
relationship interests that could possibly cause you a conflict of interest. These could
be as follows:

- A business or personal interest in any business of any kind which may conflict with
or be in competition with Spencersr another compangontracting to Spencers.

- A business or personal interest in asiness or sole trade that tontracted to
Spencers.

- ! LISNBE2YFf NBflFIOGA2YAKAL 6AGK Fye2yS gK2 4
¢nYlF{1{A | 2dzaAy3oo

8§ Please let us know if things change. If, at any stage, you have a new shareholding,
financial interest, or personal relationship that could cause you to have a conflict of
interest, let us know so that we can keep our records up to date.

§ Please keep in touch with your team about their conflicts of interest too, and ask them
to let us know if their conflict of interest information changes also.

CeSayith of Hiiidga @ dFor imaki odskng PRoPdties2 NJ ¢ n Yl 1T A | 2 dza A

I GN}XRSa 62N]JSNJ6K2 Aa | YnAy3dl hNF¥ 2N ¢nYl 17
are not involved in work at the property where they live, and must not influence any work
being done at that property.

A trades worker who is related to, or is friends with a tenant, must not influence any work
G GKS LINPLISNIie 6KSNB GKSANI gKnyl dzz FlFYAfe 21
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»

PeSNE oflfdr sSpén@NReop® 2 NJ { LISYOSNRQ t S2 L

To protect you and your company from unfair treatment or influence, we require Spdncers
employees to let us know if they ask you to carry out work for them personally, or if they
make an arrangement with you to carry out work for their friends or family. Our
employees know that we expect them to pay you properat your normal commercial

ratesc for the work.

So if any Spencers employee asks you to carry out trades work for them independently, or
asks you to carry out trades work for their friends or for people in their family, we expect
you to charge them your normal commercial rates, without discount, for wak.

LT &2dz ¥SS¢ @2dz I NB
N}y GSaQx o6& {LISyOSNH
the Trades & Assurance team.

0SAy3 NBIdSaiSR (2 R
A0l FTF YSYO0&NBembetdk S| &

6.5 ConviationtHistorycE€hecking

If your conviction history report (CHR) of

MINISTRY OF concern, we will talk to you about it and you

e e e = may ask us to seek a dispensation to allow
IIOSRMREOIDN ::; i2 s2N) 2y 2dNI Ot ASyie
Tahiu o te Ture that is the case details of the CMRI need

to be disclosed to the client.

When you request the induction of a new employee, we have to go through a checking
process via the Ministry of Justice portal.

If a person has had convictions we might need to talk to them or to you about them. If we

believe they do not pose a risk to tenants or to our business, we request consent from

YnAy3alF hNI 62NJ ¢nYl 1A | 2dza ActaiB of the @HWIll dekdS LISNE 2 v
to be disclosed to the client.

Sometimes we are not grantembnsent,and the person is not permitted to work with us, so

we cannot induct them. Sometimes we can induct them provided we put some restrictions
in placeg such as working on vacant properties only and carrying out annual MOJ checks for
a couple of years.

We manage all information relating to CHRs according to our Privacy Policy. You can find
our Privacy Policy on the Portal.
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6.6 Induction and|IDcCards

Everyone who works on one of our work sites must be authorised to be there. A Sgencers
IDcard shows that a person attending one of our work sitas been properly inducted,
and has the qualifications to carry out their work.

ﬁ Expires 30 June 2027
.3Q ’ 1D: 34557 y
S8y - Gerry 3
R Handyman & Co
. Palnter

Working together with

F'Spencers § 7 Kéinga Ora

Fh 00 ass o2

exPIRES 30 June 2027 ﬁ
| _' 1D: 34567 2=
? Gerry ig;, _
Handyman & Co . g
| L Painter w
| ¥Spencers ot

» 4% CON8 TAMAKI

We reissudkninga OraD cards every
two years with Thnmaki Housing ID cards
reissued annuallyAdditional variations
may occur due to specific individual
circumstances.

When you request we induct a new
employee (Induction Request is
YIEylFr3SR (KNERdAK
asked to provide their Righb-Work
details andtheir email address for the
Ministry of Justice process.

iKS

When the induction request is

approved, the employee will complete

the induction process via our Learning
Management Systerg WorkED. Then

their card will be issued (they can collect
Al FTNRY GKS ySkNBai
they can start work.

The QR code on the card can be used to viewctrdholdergqualificationsand confirm if
the ID cards status is active or inactive.

'Spencers

Pagel9
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7 Communication

7.1 Calluys

If youwould like to talk to us about youelationship with usr if you want to know about a
work quality matter please contact oufrades & Assurance Tealhyou have any queries

or concerns about the work you do for us, please contact your job Supervisor, the
Operations Team Leader, a member of our administration team, or the Regional Manager.

If you have a safety issue or concern, please contact a member of our Health and Safety
team or our Safety and Wellbeing Manager.

Your will find contact numbers in your Spencers Health and Safety Induction Manual.

7.2 Trades& Assutanecl eam

Regular updates and important notifications will be provided by the Tré&d&ssurance
team. The team is alsavailableto providesupport,training and guidance for our
contractornetwork.

7.3 Health & Safetyrteam

The H & S team will email important information to you. You will find all the H & S Alerts,
Notices and Forms on the Portal too.
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8 Behaviour and Conduct

Code of conduct for ’

maintenance partners
Contractors Code of Conduct TaAKi

fram 1 suly 2620

SSGDLIOS oot 8 . 1 C@ﬂiﬁ @f C@)ﬂdlt(ﬂ

It is important that you know,
understand and act according to our
Ot ASyiaQ O2RSa 2F O2yR

The Codes of Conduate attached
in Appendix 1 and Appendix 2.

Neee

£3 Kainga Ora

L PUIRRL L PUImL . P

8.2 EthicsandiBehaviour

The sustainability of our business and the livelihoods of us all depend on the quality of our
relationships with customersther trades peopleand suppliers; and most of all, with
each other.

High standards of business and personal ethics are essential and will ensure the continued
good reputation of the compangnd our clients

We all work with integrity and honesty and no compromise is acceptdblge receive a
complaint about your conduct or the conduct of one of your team members, we will
investigate it and involve you in the process.

We are all individuals with different skills and abilities ang
as part of a team we show consideration and respeach
other, and we help each other out.

We treat others with fairness, courtesy, respect and
dignity.

We value our cultural differences.

2S R2 bht¢ LINBGSYR 6S R2yQ
things.

We deal with disputes in a supportive, respectful and
discrete fashion.

We follow correct work procedures and do our jobs to th¢
best of our abilities.
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8.3 Bullying antHarassment

Bullying and harassment are considered serious misconduct. Allegations of bullying or
harassment will be investigated.

Harassment or Bullying by a Tenant

If you or one of your team members is harassed, sexually or racially harassed, or bullied by a

tenant, Spencers employee or other external contact, please complete an Incident Report
FyYyR 3IABS A
may communicatéy phone or facdo-face if you prefer.)

i2 2yS 27 {LISYOSNEQ adzZJ¥didA &2 N&

Spencers will investigate the complaint.
1 If satisfied the complaint is legitimate, Spencers will take practicable steps to prevent

harassment recurring.

i Practicable steps could include:
- Communicating with the customer or Spencers employee, setting clear
expectations, and explaining the consequences ifttleavioris repeated.
- If the harassment or bullying continues the appropriate processes will be followed.

If you observe an
incident

If you are informed
of an incident by
someone else

8.4 PersonalHygiene

You and your team members must adhere to conventional
personal hygiene, cleanliness and grooming standards.

TpSpencers
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Remove yourself from the situation if you feel in danger.

Contact the Spencers job Supervisor or the Regional Manager
immediately.

Complete an Incident Report about what happened and give thalt
the Spencers job Supervisor, Team Manager or Regional Manag
(Exactly what happened, including date and time, and registratiol
of any vehicles present.)

If they need help, give them any help you can.

Ask them to follow the steps set out above.

Ask for their name and phone number, and for as much informati
as possible.

Contact your Spencers job Supervisor or Regional Manager
immediately to report what you have been told.

Please also complete an Incident Report about what you were to
and what you thought or felt about the situation, and give that to
the Spencers job Supervisor, Team Manager or Regional Manag
The more information we have the easier the investigatiolh lvé.
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8.5 Repont Whongaoing

We wants to know about any serious wrongdoing in our business, and resolve it. And we
want to ensure that anyone disclosing or alleging serious wrongdoing knows that they,
personally, will be protected from criminal or disciplinary action or unfair tresatng

provided they reasonably believe the disclosure to be true, and advise us in the correct way.

This means that anyone who is an owner or employee of a company delivering
maintenancerelated work to Spencers, may use the whigdilewer phone line to report
serious wrongdoing. Serious wrongdoing includes:

- Dishonest, fraudulent or unlawful acts

- Criminal offences

Investigation
Where an allegation afrrongdoing omisconduct is made by or against one of our
contractorswe willinvestigate it. An allegation could be about

1 Actions or threats of abuse, harassment, bullying, violence, or any other situation

where an individual is harmed

1 Breaches of our Service Level Agreement

1 Breaches of employment or immigration laws

1 Dishonest orrlaudulent behaviour

Reporting
1 If you become aware of inappropriate behaviour or misconduct by one of our
employees or another contractor or their employee, please complete an
AccidentIncident Form.
7 You can download the form from our internet portal. Or you can call a member of
our health and safety team or administration team, and they will email it to you.

8.6 NewsNedia

Do not make any statement to the media, or answer any questions asked by any media
contact in relation to the work you do for Spencers or our clients.

Only people who have been explicitly authorised by our clients may make statements or
give interviews to any news media regarding their properties, tenants or work carried out.

ContractorCompany Handbook Document Name

TpSpencers JULY026V43  Version
Page23 TD PPH 0z Reference



TEEINEE

8.7 DamagettortenarstBelongings

Fromtimetotm& RI Yl 3S 2 00dzNBA {llongings of Aroperty NI Q& Sy y
Ly G0KS S@Syid (KIFG &2dz 2NJ lye 2F @2dzNJ SYLJX 28
GKATAG 62NJAY3 2y |+ YnAy3lF hNI LINBLISNIe&s LIX
1 Advise the customer that:
- You are not authorised to compensate them directly.
- . 2dz gAft y20AFe {LISYOSNE oKz gAftft O2yil C
outcome.
- ¢KSe akKz2dzZ R lfaz2z y204AF& YnAy3dl hN} RANBC
- If you feel unsafe about the developing situation;ecalate and leave the site
as quickly and safely as you can.
1 Notify the Spencers team promptly and follow up by completing an incident report.
1 The incident report is available on the portal or can be completed ({&mmcers Eco
Portal,or by contacting our Health & Safety team, Team Leader or Site Supervisor for a
manual version of the form.

Donot agree to compensate the tenant for any alleged damage that occurred.

Should the damage create a Health and Safety risk or compromise the integrity of the
property, please contact Spencers [Admin or Site Supervisor]

orOl f £ Y n Ememéncyhihk-o@EB00 888 4amediately
and make safe before leaving site, if possible.

9 Terms We Use

At the end of this handbook you will find a quick reference guid@pendix3.
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Health : Safety : Environment

10 Health and Safety

Our goal is safety and sustainability for our teams and our trades workforce.

Our Health and Safety team wortcskeep our teams, trades artdnantssafe. Tachieve
the compliancewith health, safety and environmental legislation, industgndards and
codes of condugcttheyactivelypromote a culture of excellence and zero tolerance to
workplace accidentsThey investigate reports of health and safety breaches.

If the Health and Safety team needs to let you know about something important that has
happened, that has changed, or that you need to do, they will email you a Health and Safety
Notification. You can find new and past notifications on the portal.

10.1 Health andsSafetyrnductionivianual

You and your team members will be issued a
Spencerdiealth and Safety Indtion Manual at
induction time.

Please make sure everyone in your team reads
this and keeps it handat every work site at all
times.

Remember; and remind your team to work
safely. If you need any help from imsmakingthis
happen please contact our health and safety
team.

TpSpencers
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T Spencers

Health & Safety Induction Manual

Auckland Region
October, 2023

Integrating Safety into Our Lives

It is only when safety becomes a philosophy of life, and not just an occupational necessity, that we
become involved in safe behaviour at work.

Safe Self = Safe Team

rough the whole company.
rything we do every day.

At All Times
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10.2 Site Awareness

At all times:
If in doubt, get out

Complete an incident
form if you felt you
were unsafe

Personal Safety

Working at vacant properties:
* Look around outside before going in.

* When inspecting multi-storied houses go to the
upper floors first to ensure there are no
unauthorised people present.

Make a mental note of exit points

Working in tenanted properties:
Make a mental note of exit points.

Be mindful of where people are around you —
tenants, their children, and visitors.

Remember the tenant might be having a bad day — it
might be best to defer the visit for another time.

CRIP warnings are
really helpful — but
they will not tahke care
of unpredictable rishs.

Always be aware of
what is going on
around you and leave
the property if you
feel unsafe.

Personal Safety
Arriving at the property:

* QObserve the property and surroundings
* Park your vehicle so that you can leave the
property without reversing, if you need to

Before leaving your vehicle check for hazards:
— Check for dogs
— Check for signs of substance abuse, parties
needles, alcohol, drugs, weapons

Lock your vehicle

Report every dog incident to our Safety Team so they can make sure others

know about the dog.

TSpencers
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11 Compliance

11.1 SafeWorksSites

Keep your work site safe

Have a first aid kit, fire extinguisher and sp
kit on site

Ensure your power leads and tools are
tagged

Sign the VSC job register where applicabl

Use the required personal protective
equipment (PPE )

Report accidents and other safety or
environmental incidents to Spencers

Have ID cards on site

Use drop sheets where required We keep our

Customers safe too

Getting the Work Done: SITE INSPECTIONS

Our Health and Safety Advisors and our Supervisors
keep a close eye on safety and carry out site
inspection audits when they visit work sites.

Safe work site

ID cardes, first aid kits, PPE
Power tools tagged
Scaffold safety

Drop sheets used

Compliance

* Accidents, injuries, environmental incidents and . .
health and safety issues must be reported to the Environmental risk controls

health and safety team. . .
Y Recycling and waste disposal

* Breaking health or safety rules is taken seriously.
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11.2 Alcohol & Diugs

Under no circumstances may you or your teamwork while under the influence of

alcohol or illegal substances or drugs

Alcohol and Drugs

No illegal drugs or substances may be brought onto

In our work
any Spencers workplace.

context “under the

influence” and Employees and subcontractors must report to work in
“impaired” mean a condition that allows them to perform their duties
having alcohol or safely and properly.

drugs in your Under no circumstances

system that are may anyone come to work

above legal limits, under the influence of

including driving alcohol or drugs.

limits.
Anyone providing illicit drugs
or substances to tenants,
Spencers employees or NOT AT WORK, MATE!
subcontractors will
not continue to work with us

11.3 CRIPWYarhnings

Our job management system provides warnings if there has been a problem at a property.

Customer Risk Identification Profile, or CRIP warnings inform you if you

should not attend that property alone.

Check the Warning in the Job Portal

If youseea RIPwarning and arenot sure about what to dogontact our healtrand safety
team, the job Supervisor, or the Operations Team Leader.

Check the Hazard Board situated on the property prior to entering
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Depending on the risk your instructions may be:
1 All work on hold
1 Spencerstaff orclient Tenancy Manager il f

(TM) must escort theontractor

f Twocontractors must attend

Phone the tenant before attending

1 The tenant will vacate the property for the
duration of the work

=

114 SatetySigns

MAINTENANCE
Spencerwvill provide safety signte keep tenants and Am PROGRESS
other trades people safe by alerting them to risks and
hazards. UNAUTHORISED
You and your staff will be required to use the signs s GOT
during all interior or exterior work at tenanted
properties: L ———

- Maintenance or refurbishment
- Yard maintenance

- Demolition

- High risk work

12 Environment

{LISYOSNBEQ SY@ANRBYYSyGlrft LIy adzZJJI2NIia YnAy3l
provides guidelines for contractors ing Health and Safety Induction Manual contains
relevant sections:
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1 Environmental Plans and Procedures

1 Environmental Risk Identification and
Controls

1 Recycling and Waste Disposal

1 Spill Response Procedures

Refer to your Service Level Agreement and Health and Safety
Induction Manual for health, safety and environmental responsibilities
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Quality
13 Work Quality

13.1 Woerk Quality iisFfRaramount

Our clientswill not pay for sukstandard work. If you have to
rework a job it can costou time and money

I A @&xpéctatidns may be different to whgibu are used

to or what youwould normally do. You will need to be aware
ofii KS Oviok Sxpdct&ians and train your employess
that they understandhem too.

13.2 Acocutasy

Spencers must onlghargeclientsfor work that has actually beetione. |t is notokayto
overcharge, by intent doy mistake Likewise, we are only paid for work that is completed
and invoiced.So we all have to make suadl invoices are completed correctliere are
some tips:
Day works Incorrectly UsegDay works should not be charged when an SOR code
applies, or if day works has not beealidated.

Double Charge This means a job or code has been charged more than once in error.

Method of Measurement Incorreat The measurement for the completed work is
wrong or the SOR code is incorrect.

Work Not Done; Work has been charged for but it has not been done.

ContractorCompany Handbook Document Name

TpSpencers JUL\2026V43  Version
Page3l TD PPH 0z Reference



13.3 Measurements

= National Services
z‘ qungq ora Asset and Maintenance System

Homes and Communities

Method of
Measurement
(M-216)

V19 FY2026-27

This guideline provides instructions to
Maintenance Partners regarding the scope
and nature of the method of measurement
specific to Te Mahi Ngatahi.

,2dz gAff FAYR GKS YnAy3dlr hNl} aSiKz2zR 27
Spencers Portaj along with many other resources

13.4 LocationCodes

Interior Location Codes apply to the inside of the home

Building Exterior codesBEC apply to the outside of the building
Property Envelope codesPEC apply to the yard and grounds

Road Frontage codesRF- apply specifically to fencing programme jobs
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Location Codes
House Interior

Location codes start at
the frontdoor, then
move anti-clockwise
throughthe house

Code walls anti-clockwise.

Wall 1 is on your right.

Then 2 and 3. \

Wall 4 is the wall with the
door where you came in.

Location Codes
Fencing
Programmes

Fences are coded in
relation to the read

frontage.

RF1 faces the road.
Move anti-dochwise,
to your right, to RF2,
RF3 and RFa.
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Location Codes

Building Exterior [ 3bluewallsare BE3 =

BE3
Outside of the building.

H %Mﬁsﬂ'ne
* Codesarerelativeto
the front door.
+ BEt is the front door BE2
side of the house.

BE4

*» Move anti-clochwise

around the outside of
the house to BE2, BE3 / !
and BE4 . ——A

Location code to BE1 - Front door side
replace downpipe or All walls on front-door side of the house are BE1
repair weatherboard

on same side as
clothesline: BE2

Location Codes

Grounds/Yard

* The grounds or yard
between the house
and the boundary.

* Codesare relativeto
the front door.

* PEtis the frontdoor
side of the house.

+ Move anti-clochwise
around the outside of
the building to PE 2,
PE3 and PE4

Location code to

repair or replace
clothesline: PE2

13.5 Tenantieedback

Tenant complaints, feedback and compliments are also part of our Quality Assurance
feedback process.
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13.6 Quallity Awdliting

A percentage of jobs are audité&y Spencers or our client¥ (0 A @ra)to ensure our
workmanship is right, that correct procurement items and materials are used, and that
measurements and coding are correct.

Quality Stantards

If your work does appear to meet the required standard younedkeivea Corrective Action
Request CARwith one of the following comments:

Client Standards Not Me&t The work does not meet defined specification or standard.

Not Completec One or more aspects of the job has not been completed. Ww S (i dzNy/
I YR w &réxiritd theQob and do the work correcttywould be required.

Proc Items Not Used The work is to standard but a nggrocurementproductor
incorrect specified materidias been used.

ConrectivesActiomRequesisA€ARS)

CARsre sent tocontractors through the job portal.
Thecontractoris required to:

Review and respond teach CAR within the specified timeframe

Take all reasonable steps to resolve the CAR, which may include:
1 Returning to site to complete the work
1 Returning to site to rectify poor or necompliant workmanship
1 Returning to site to replace a negrocurement item
Train their employees to ensure they can complete work to the required standauais
specifications.
Please contacBpencers directlif you are unsure on how to close this CAR.
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The Work

14 Work Categories

YnAy3l hNJI

Categotiessand Subategories

91 OK YnAy3al hN} OF (i Saepoids.EachH susadedly haBXRI G I Ay a &
timeframes.

If a KPI timeframe is not met, Spencers can be penalised.

The detall if set out for you in Appendix

¢ n Y [Hpusing

Categoriessand Glasses

EachCategory off n Y IHQuaing maintenance work contains several classes.
Eachclass hasa KPI timeframe

If a KPI timeframe is not me$pencersan be penalised

The detaiif set out for you in Appendix 5
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15 Job Process

15.1 Getting youridobs

Jobs will bassued toyou via thecontractold Q A Y G SNY S LR NI f &

1 You willaccess/our job information and managgour jobs via our internet portal
and mobile app.

1 You willsee all the job informatiol address, nature of the work to be done, the
codes, locations If it is a supervised job it will also includeasurements and
timeframes.

1 Make gpointmentswith tenant using_og Tenant Contaan the portal or app.

1 During the course ofourwork youcan add codes for work done, request variations
or job codesand close off jobs for invoicing and payment.

1 Youcan view all new and outstanding jolas)d update the status of jobs to note
No AccessAwaiting Parts, Appointment Madeetc.

1 WhenthejobisO2 YL SGS Ada adlddza At dzLRFGS (2

1 Once completed and signexdf by the Supervisor the job will be processed through
TeMana to the client, and badl our accounting system for payment you.

15.2 Work Delivefrytzxpectations

You and your team anesponsible focompletingwork in accordance with the following
requirements:

1. Check dates of each piece of planned work on the flowchart provided, and advise
our office immediately if the programme does not suit.

2. If you arrive at a property and find you cannot carry out the job, tell the terlant,
the Spencersipervisorknow, and put a note on the job via the app or the portal.

3. Ensure only authorised workers are on work sites, and that they strictly follow
safety training rules

4. Provide realistic expected completion dates, and advsnE&ers early if they
cannot be met.

Notify $encers ofany followon work required, or work thasileft incomplete
[2I R SIOK 220Qa& NBfSGOIyld R20dzYSyidaldAazy @Al
Getapproval for any variatioto awork order before carrying out that work.

© N o o

Complete work with minimal inconvenience to other trades. If your actions result in
unnecessary costs being incurred by othentractors, $encersmayhave to
recover the othercontractod Q dzyy SOSaal NB O2ada FTNRY & 2dz

9. Participate in management system audits, inspections, investigations and meetings
as required.
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YnAy3lF hNJI
15.3 The Right\Werk:atitbaRightifime

Y n Ay 3} ocds Nvhencarrying out responsive work orders is to ensuve are
completingthe right work at the right time. This focus includes completing the work

that is required in the most cosdffective way while meeting the requiredn A y 3 h NI
standards and specifications.

Appendix 6 showAdditional Work and Followwn Work- Definitiors and Approval
Procesgroviding clear guidelines as to when requests for Additional Work and Follow
on Work are valid.

Additional Workscan be defined as minor works that are considééagy fixe§that
can be completed quickly and safely while the tradesperson is on site, with clear before,
during and after photos attached to the job line.

Follow-on Work (FOW)js for further works that require a followp visit to the property
due to:
- the trade providing a temporary solution and a subsequent visit being needed to
make a permanent repair, or
- further work is identified that requires another trade
- arrangement:eedto be made with the tenant to complete works without
disruption.

These are not to be used to obtain extensions of time (EOT) on work orders unless all the
EOT requirements are met.

YnAy 3l hNF
15.4 Customerccansent

As part of the scoping proceSpencers will obtail K S (i @ftenyadre@rient, via the
Customer Consent fornM-323), to the work being carried out. The form is attached to the
job in Te Mana, and you can view it. This applies to:

1 All supervised Workand
f Special Programmes jobs
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15.5 Responsive dobdallarpApproMamits

1 Responsive jobs URG, URS, GNL and HLP V6
- YnAy3F hN} FLLINRGLFE A& NBIldZANBR T2NJ 220
1 HLP properties HLP 15
- YnAy3F hN} FLIWLNRGFE Aa NBI dzA NBR
You may carry out additional work that is not on the work order, if:
It’s an easy fix and can be done quickly and safely
The work meets normal standards and specs

It’s your trade and you have the tools and materials you need

Doing the extra work fits in with the customer, and doesn’t
affect other scheduled jobs.

If you see the need for an
Urgent H & S job while you are on site,
and it requires a different trade
Phone Kainga Ora’s emergency line, free
on 0800 888 455 — only URG

YnAy3l hNI

15.6 TenantplacedRélecaiahieDwelings

When you visit a property to undertake requested work, you may notice the customer
has placed an additional dwelling, such as a cabin or caravan, on the property. As these
are placed by the customer, the customer is fully responsible for any repairs or
maintenance on them.

Do not carry out or scope work omny customesplaced cabins or caravans.

Should you observe any health or safety issues in connection with these dwellings,
L SFasS y230S GKAAa 2y GKS 220 LIRNIFE F2N 2dzNJ
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¢ n Y [Hpusing

You may carry out additional work that is not on the work order, if:
It’s an easy fix and can be done quickly and safely
The value is less than $300
The work meets normal standards and specs

It’s your trade and you have the tools and materials you need

Doing the extra work fits in with the customer, and doesn’t
affect other scheduled jobs.

If the work isan Urgent H & § job that requiresa
differenttrade, please phone Tamaki Housing
0800 521 555
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16 Photos of Jobs

Photos of jobs helps and our clientsee what is required to approweork. You must
take photos and attach them to the job on your portal on your first visit to the job.
Spencersequiresbefore, WIP when requiredand afterphotographs of work to be loaded
to the job in the portal for everjob.

Photos should be clear and show only the job requested on the job card.

Weneedyoutd G L OKRZNBRILI A OlyRt P! P IStNEpencégwoik2z a G2 |
orders.

WIP Photog; Hidden Work

Hidden work photos are required in addition to Wifork in progress) lpotos. This
requirement will be supported by a further system reminder which will prompt the user to
attach the required hidden work photos.

URG URS GNL

Please take photos and
attach them to the job on Our scopers take photos to help our clients see what is needed.
the app or on the portal That helps with the approval process.

* before you do the job

The photos you take provide a record of the work you've done.
LS LU LD That's handy for you and for us.

Sometimes you’'ll need to
take photos during the work
too —such as inside wall
work.

They also show our clients and the audit teams, that the work has
been properly completed.

Let the customer know why That's all URG, URS and GNL jobs.

you're taking photos.

Before
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You must attach photos to all jobs — on the app or on the portal

PhOtos Of work before you do the job

during the job - WIP
Photos help our clients see any hidden work
whatis l'leeded. and that after the job is finished
helps with the approval

process. Let the tenant/customer know why you’re taking photos, but

DO NOT EVER photograph any person who is at the property

Your photos are arecord of
the work you've done.

Photos show the audit
teams that the work has
been done properly.

Before
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17 Futile Calls

Usually, if a tenant has agreed to a time and date for a maintenance job to be done, they
areat home and happy for you to do the work. Sometimes thoughgctistomeris not at
home or you cannot do the job for another reasgperhaps theenantwill not allow you

into the pragperty, or there is a dog loose.

Futile fee will be considered in the following instance:
f YnAy3alF hN} KFa&a YIRS I NN} y3SYS gantiactdr A
to have access to a Property at a particular time to perform Services and/or the
Work under aJRGWork Order; and
i entry to the relevant Property cannot be gained at that time by ¢batractor, the
Contractormust immediately advise Spencers and then ¢batractors may be
entitled to payment of one Futile Call Charge.

Where theContractoris unable to perform the Services and/or Work due to failurehiey
Customer to provide access 2yt & |G YnAy 3l ColthcRie eRtilled O
to a Futile Call Charge. In this event
- you must leave one of our calling cards; and

you must make another visitt least 4 hours lateryithin the timeframe of the job

you must advise Spencers

you would need to provide proof of arrangements including date and time when

appointment was made,

evidence of attendance and

RSGUIAfTA 2F gKe& 220 O2dzZ RyQid oS R2yS

If the tenant is notat homeor does not allow you access a URG work ordewhen you
make the second visiyjou must leave one of our calling cards; aatvise the Spencers
administration team who request a FOW job frafm A y 3dfter B dddds left

¢ n Y [Hpusing

If atime has beerarranged with a tenant foyou to carry out their job, anthey are not at
homewhen you arrive at the propertiand you make reasonable efforts to contact the
tenant for at least 5 minuteg)r they do not allow you access to the propergnd you are
unable to carry out the work,ou will be entitled to a futile call charge.

Once the futile call chge has been confirmed, the jobust remain open and you must
continue to attempt to get access to thproperty to do the work unles¢ n Y IH§uging
confirms that youdo not need tocomplete the jobor Spencers advises you thatn Y I | 7
Housing has confirmegbu do not need to complete the job.
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Systems and Processes

18 Information & Communications Technology

18.1 Computerssystems

1 Information and communication technology (ICT) systems help us get our work
done.
1 DBSTe Manais our internal core computer application for job management. Our
Of A Sy (i a@mniudicaté Witi THlana electronically.
7 Jobs will be issued to ospntractod Q@ A Y G SNY SO LRNIIfd® ¢KIFGQA
job information.
1 You will access your job information and manage your jobs via our internet portal
and mobile app.

18.2 Portal

Besides accessing your jobs via the portal, you will find information and training material here.

LatestContractor Notices

can be found here FSpencers

(®) | Info | ViewJobs = Contractor Availabilty | Payment Enquiry | Completed Jobs = Downloads = Company & Staff Detals = Dashboard | Information & Resources. | Routine Maintenance
e

Welcome Latest Contractor Notices ystem Events
™ o Current System event Rolices

e Uplosded
THA SOR Update - 1N 450 18/06/2025
™
™
™

Get the App!

To find the DBS Tirang
Material, click

Information & Resources
Then select topidrades

For extra information select
other topics
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18.3 ReguirementsiforrBeriallbse

1 Computer, laptop or othedevicethat accesses the internet, witBoogle Chrome
Using other browsers can cause problems.

18.4 ReguirementisfioriTradesmanApp

1 You need a Androidphone to run theapp. The app meangu and your workers
receive jobs directly to your devices.

1 App fees due directly to DBS Business Systems

1 Job lines can be updated and photos attached whilearewon site.

(It is not available for Apple devices.)

——
T gy

T

-

i

Photo: Tradesman Alex Schmalkuche
updating the job using the Tradesman Aj
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19 Payments for Work

19.1 SchedulecofRates

Work is priced according @Schedule of Rates (SOR)ur clientsusequantity surveyors to
determine ratesbased ortime andlabourto carryout work, procurement items and
materials requied, and disposal of waste.

If youbelievea rate is notorrectplease let uknow andwe will investigate.

19.2 PaymentDates

YnAy3l hNI

YnAy3lF hN} LIe&a {LSyYyOSNAR 2y (KS LI e&yvySyil
the entire job being finished.

Payment is made for jobs that have been completed and invajeadthe followingThursday
If a public holiday falls on a Thursdagaymentis made theday after- Friday.

¢ n Y IHpuking \

¢ n Y IpdysSpencer®n the Tuesday of each week. Spencerpayscontractors within 7
working days of receiving payment for the work frém Y I Thak will normally be on the
Thursdayof the same weeklere are some examples:

JobCompleted andnvoiced ¢ n Y lpdyd Spencers Spencers pay€ontractor \

Monday, the # Tuesday, the 16 Thursday the 18
Thursday, the 1M Tuesday, the 23 Thursday the 25

* ¢ n Y Ipdys\Spencers within 14 days of the job being invoiced, on a Tuesday. That
means¢ n Y lpdysifor a job on the Tuesday of the week where thé ddy falls.
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20 End of Calendar Year

Some work categories cease from the start of the Christmas and Boxing Day public holidays
until the first working day after the New Year public holidays.

Our regular aftethours service providers work during tpeblic holidaysand take care of
urgent jobs that come up.

You will be able to access the poréal normaluring theholiday season.

Near the end of each year we will let you knaivat the arrangements are for the various
work categories

Christmas Gifts t&SpencerSEmployees

Whilewe understand that Christmas the season of giving we would pretbat any gifts
you intended togive toSpencerand our employees wermsteadshared with your
employees and families, or giveyour localMission. Our staff are not allowed to
personally accept any gifts. Any gifts received by our staff will be donated thehecal
Mission.
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21 Apprenticeships

Hudsonsselars Apprentice:Sehelarship

Hudson Sellars

The scholarship mesthe cost of the starup kit of tools, throughout the apprenticeship
provided the apprentice succeeds in their studies.

Photo: Our first Hudson Sellars
Apprentice, George Steed, with
RodSpencer in 2018

R( - S&I
L =
",
A / ﬁﬁ‘”"fw

ContractorCompany Handbook Document Name

TpSpencers JULR026V43  Version
Page48 TD PPH 0z Reference



22 Training

22.1 Lifting our Capability

Most of what we learn about ouwvork happens duringur day-to-day work

T

= =4 =4 4 A A A

Standard operatingrocesses and procedures
Quiality of communications and relationships
/ £ A $uAlitys@ndards and contract terms
Accurate coding anddherence tospecifications
Reporting and record keeping

Efficiency and time management

Best practices, tricks and tips

Health, safety and compliance

Responsibilities

T

= = A =

f
f

Attend the trainingprovided by Spencersu@lity and Health and Safety teams, and
make sure your team does too.

Make the most of theSpencerdraining resources, methods and events available.
Talk about training at team meetings.

YSSLI NI AYAYy3 |fAPS o6& SyadaNAy3d AGQa
Give feedback aboutAtraining o] }hat it can be jmprpved if necemnyilso we
1y26 AT 6SQONB R2Ay3 GKS NRAIKG GKAy3Ta
Keep Training and Reference Manuals current.

RA&O

Iy R

Review CARs received to identify training issues and run toolbox meetings to rectify.
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22.2 Spencessyaining!RPlan

WorkED is our contractor and staff training delivery

TySpencers platform.

Building & Property Maintenance

work€d

Learning Platform

WorkEDwill:

1 manage all Induction, QA, Safety, HR and Trades training registrations and records, for
all of us via Bearningcourses.

1 allocate training to new contractors and their employees when they join us, according
to their role ortrade.
T SyadzNBE LIS2LJ S | Ndbliciesg NB 2F { LISYOSNHEQ
T ONBFIGS yS¢ (GNIAYyAYy3ad 6KSy AipépaleeySSRSRX FyR |
1 remind people when refreshers are dgdor instance for SiteSafcourses, that have
expirytimeframes.
1 invite peopleto selfregister for someourses.

1 show you your training record to date, what training you have been requested to
complete, and have iprogress.

1 show us who has and who has not participatedempulsorytraining.
1 provide reporting capability.

22.3 TradeQuality Training

{ LIS y OradedcBssurance team provides tradeaining in the trade you areontracted
for. This training is compulsory at onboarding stage, and all new employees will be required
to attend a training session.

TRADE TRAINING LIBRARY
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23 Workload

We will always try to keep your workloads manageable

If it’s not working - please tell us

It is essential that you communicate regarding the following so we can assist:
You would like to take on more work
You would like to take on more tradpeople and would like more work froms

Resignations, ilinesses or staff holidays are affecting your resourcing levels

= =2 =2 =4

We are dispatching too much work to you

24 Resources

Please see Appendixor a list of resources available to you and your business.
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Appendix 1
Code of Conduct

YnAy 3l

Sections 2,3, 4

2. General obligations for all properties

The obligations under thissection apply to all works and services engaged by Kainga Ora or
carried out on Kdinga Ora land.
2.1  Treat public with courtesy and respect

Kainga Ora expects site visitorsand the publicto be treated with courtesy and respect at all
times. Full consideration must be given to the health, welfare, safety, securityand
convenience of site visitors, customers and members of the publicthat might be affected by
the works.

2.2 Language and dress

Ensure that youand anyindividuals under your control or direction maintaina reasonable
standard of dress and a neat and tidy personal appearance when visiting or working at a
Kainga Ora property. In particular, footwear must be cleaned of mud, paintand other
damaging matter before enteringany property.

Do notuse bad language or allowbad language to be used on site.

2.3 Identification cards
An official and currentidentification (ID) card identifying the contractor as Kainga Ora

maintenance partner approved must be available whenever working on site.

Temporary ID cards can be issued to those personnel undertaking short term work for
Kainga Ora and are equivalent to an official ID card.

ID cards must be presented upon entering a property to customers and to any Kainga Ora
employee on request.

2.4 Animals

Animals must not be brought on site.

2.5 Children and unauthorised persons

Children and any other unauthorised persons must not be brought on site.

2.6 Noise limitations

Noise that might affect residents in the vicinity of the site should be minimised.

Any specific noise limitation requestis to be taken into consideration when planningand
carrying out work.

Noise limitation set by consents and the Resource Management Act 1991 shall also be
captured during the planning phase.
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2.7 Nosmoking

Smoking by contractorsis prohibitedinside and outside all occupied properties and inside
unoccupied properties.

2.8 Security

You should leave the site and/or property in a secure state when unattended. When
carrying out the services or works, take all reasonable security precautions against theft,
breakage or damage of all goods, property and equipment.

2.9 Parking

Vehicles should not be parked on anyverge, or obstruct any driveway, crossing or roadway.
Damaging grass by drivingvehicles on soft ground should be avoided.

You must adhere strictlyto any requirement of a local authority regarding the use of
roadways, verges or pathways, includingany requirement or instruction to pay for footpath
crossings or repair damage.

Be aware of the possible presence of children when manoeuvringvehicles on oraround the
site. Ensure children are safe before moving, and especially reversing, any vehicle.

2.10 Lifts

You must comply at all times with any notice orinstruction displayed in any lift on the site. If
you are usinga lift thatis not a goods lift for anything other than carrying passengers, you
must use appropriate lift protection equipment.

2.11 Contractor communications with customers

You must not comment on matters personal to any customers (such as their conduct,
appearance, ethnicorigin or standard of housekeeping) with members of the public, media
or customers.

It is expected you will only discuss matters relating to the contract, Kainga Ora policy or
Kainga Ora operational procedures to explain process, management of risks or work
methodology.

It is expected you will introduce yourself and explain what works you are at the property to
undertake.

2.12 Notification and emergencies

If thereis anyimmediate danger to life or property, which you cannot properly deal with,
you must summons the appropriate emergency service.

You must report any matters of concern or an emergency situationto the Kainga Ora
representative under the contract.

2.13 Compliance with contract documents

In addition to the specificissues identified in this code, you must carry out all activities in
accordance with the contract, any applicable licences or consents, all applicable laws,
regulationsand by-laws, the requirementsofany authority, and with due regard to the
rights and expectations of Kainga Ora, its customers and the public.
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Where Kainga Ora has not provided codes, guidelines or policiesin relation to undertaking
activities or managingrisks on site, then current applicable codes, guidelines, standardsand
policies published by WorkSafe New Zealand, the Ministry of Health, the Ministry of
Business, Innovation and Employment, the Environmental Protection Authority and New
Zealand Standards or similar organisationswill apply.

If indoubtastothe applicationof any particular code, guideline or policy to a specific
activity or risk, you should clarify the applicability with the Kainga Ora representative under
the contract.

3. Occupied property

3.1 Application

In addition to the general obligations in this code, this section outlinesyour obligations to
Kainga Ora customers when performing services or undertaking works on occupied property
owned or leased by Kainga Ora.

Customers include those people who have signed tenancy agreements with Kainga Orain
relation to arental property and any other personwho is lawfully occupyinga Kainga Ora
property.

3.2 Hours of work

Work may only be carried out on site between 8am and 5pm Monday to Friday. Work on
weekends or publicholidays or after hoursis only permitted with the express prior approval
of the customer along with the Kainga Ora representative and must comply with local
authority requirements and restrictions relating to construction work (including but not
limited to noise restrictions).

This time restriction does not apply for urgent health and safety or urgent responsive
maintenance work as instructed by Kainga Ora, or if otherwise agreed by the customerin
writing.

3.3 Treat our customers with courtesy and respect

Kainga Ora’s tenants are its customers and Kainga Ora is committed to providinga
consistent and quality service to allits customers. We expect that as a contractor you will
treat our customers as if they are your customers.

Customers and their visitors are to be treated with courtesy and respect at all times. Full
consideration must be given to their health, welfare, safety, security and convenience.
Disruptions to customers are to be minimised.

3.4 Notice to customers

You must ensure that a Kainga Ora representative provides the customer with a minimum of
two days’ notice of theintentionto carry out any services or work on any occupied property
or adjacent common property which will be impacted by works, except where:
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e theworkisurgent health and safety work or urgent responsive maintenance

* theworkis noturgentresponsive maintenance but the customer has communicated
their work request to the Kainga Ora Representativewho has then instructed you
and a time has been agreed between you and the customer for you to access the
propertythatis within the two day notice period.

You should ensure thatthe appointmentwith the customeris kept on the day and time as
notified. If physical workis not to startimmediately, agree with the customer duringthe
visit of the day and time when it will start.

Where you areinformingthe customer about when work will be undertakenand
completed, ensure any commitment made to the customer is realistic. This communication
shall be capture on the Customer and contractor agreement (M-323) form, the
requirementsfor distribution and record retention are outlined at the bottom of the M-323
form.

3.5 Use of customer services and facilities

You must obtain prior, documented agreement from the customer before usingtheir
power, gas, or water. If you know you will need to use the customers’ power, gas or water,
you mustinclude the information in the notice to the Kainga Ora representative. Youare
expected to have your own mobile phones andtherefore use of the customers’ phones
should not be required.

You must have permission from the customer to use facilities such as toilets, wash basins,
stoves, and hot water. You must not consume food in the home.

3.6 Access during customer absence

You must leave a calling card with your name, company name, contact number, time and
reason for callingif the customeris nothome when you arrive.

You must obtain prior written permission via a Kainga Ora representative to workin the
customer’s home during their absence and arrange access duringthistime. You mustonly
enterthe property where the customeris absent once you have the required permission of
a Kainga Ora representative.

While at a property where the customeris absent, you must notinvite or allowany
individualto access therental property otherthanthose directly required to perform work
underthe contract.

3.7 Customer belongings

Take all reasonable precautions against theft, breakage or damage of all goods, property,
equipment, furniture and chattels belonging to the customer.

You must protect furniture, fittings and other chattels(including flooring) from dirt and
damage (for example dust and paint) with the use of suitable, clean coverings while work is
being carried out. Never utilise customer’s furnitureas a means of access or for working at
height.
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You mustimmediately reportany damage to customers’ belongings to a Kainga Ora
representative. If requested to do so, you must remedy any such damage (either by repair
or replacement) to the satisfaction of a Kdinga Ora representative as soon as reasonably
possible.

3.8 Shifting customer belongings

You may only shift furniture, fittings and chattels where it is necessaryin orderto do the
work or protect the furniture, fittings and chattels. Where the customeris present, you
must advise the customer before you shift any item. Customers may choose to offer
assistance.

Where the customer will not be present, you should make best endeavours to advise the
customer if furniture fittings and chattels will need to be moved.

Any furniture, fittings or other chattels thatare shifted must be returned to their original
location as soon as practicable after the workis complete.

3.9 Facilities available to customer

When essential services need to be interrupted to carry out work, you must consult with the
customer and ensure satisfactory alternative arrangements are made with them before
startingthe work. If you cannot reach agreement on alternative arrangements, you must
refer the matterto a Kainga Ora representative for resolution.

Unless otherwise agreed, bathrooms, toilets, kitchens, laundries, bedrooms and essential
services (power, water, gas and phone) are to be left in a useable state before you leave the
site at the end of each working day.

3.10 Site controls

Where possible, dismantle your work area and otherwise leave the site in a safe and tidy
state when you leave the site at the end of each working day.

Waste must be securely and safely contained while it remains on site and where practical
removed from site at the end of each day.

When the work is complete (or earlier where it is feasible to do so), you must not leave any
material containing hazardous substances (for example asbestos, paintand treated or
painted timber) on site even if requested to do so by a customer.

You must remove all rubbish and site waste from the site and leave the site in a clean and
tidy condition.

3.11 Animals

Customers are responsiblefor ensuringtheir animals are tied up and securely contained so
thatthe animal does not endanger you orinterfere with your work. All dogs must be
secured regardless of the perceived threat.

Do not enterthe property if you feel endangered by an animal on site and/or the animal is
notsecured. Instead, you should leave and advise a Kainga Ora representative as soon as
possible of the presence of theanimal at the property.
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3.12 Noise limitations

Take care to minimise noise that might affect customers. You must not use a radio without
permission of the customer.

Any specific noise limitation requestfrom a customeris to be taken into considerationwhen
planning and carrying out work. If agreement cannot be reached, you must refer the matter
to a Kainga Ora representative for resolution.

3.13 Storage

You must obtain permissionfrom the customer before placing any site office, storage
container, rubbish skip, portaloos or other facility on the grounds of the property.

3.14 Parking

You must obtain permission from the customer before parkingany vehicle on the grounds
of theirrental property. Where permission cannot be obtained you must parkin the street
or nearest publicparkingarea.

3.15 Additional work

Before carrying out an additional work, the contractor must establish that:
® thework meets the required Kdinga Ora standards
e thework can be completed bythe same trade type
¢ thetradehasthe available/sufficient materials on site to undertake the work
* thecustomers’ availability is notimpacted
* thenextcustomers’jobis notgoingto be impacted

* theworkis minorin nature.

However, if the additional workis required to protect customers or the publicfrom danger
or health and safetyimpacts oris to comply with health and safetyin the workplace
legislation, exception can be made.

Where works cannot be completed as part of the current work undertaken on site, Kainga
Ora expectsthe contractor or delegate to inform Kainga Ora and manage follow on works
expectations with the customer.

3.16 Anti-social behaviour

Kainga Ora customers whose behaviour poses a threat to personal safety arerisk rated. This
information will be provided by the Kainga Ora representativeas nominated underyour
contract and should be incorporated as part of the risk controls under that contract.

You will need to liaise with Kainga Ora to obtain the details of any customersin any of the
above categories.

Thisinformation is highly confidentialand you must maintain strict controlon the
distribution and storage of thisinformation at all times, in line with the confidentiality
requirements of your contract.
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3.17 Customer activities

Report any matters of concern relating to customer activities to the appropriate Kainga Ora
representative. Matters of concern would include:

e illegal activity

* anyactivitythat may resultininjurytoa person orto property.

3.18 Disputes with customers

If a dispute or any other problem ariseswith a customerand an amicable resolution cannot
be reached, do not argue, butimmediately withdraw from the site.

If such a situation occurs, you shouldimmediately notify your contract representative who
must then immediately notify a Kainga Ora representative, who will assist with aresolution.

4., Unoccupied property

4.1 Application

In addition to the general obligations in this code, this section outlinesyour obligations
when performing services or undertakingwork on an unoccupied property, which may be
owned by Kainga Ora and you are engaged to carry out works or services on its property.

4.2 Hours of work

Work may only be carried out on site in accordance with local authority bylaws and specific
consent requirements.

4.3 Access to void properties

While at the unoccupied property, you must notinvite or allow any individual to access the
property other than thosedirectly required to perform work under the contract. Kainga Ora
may engage with the contractorduringthefinal stages of void works to allow access to
prospective customers to view the property. Access to property will only be granted when
constructionworks are complete and risk from onsite activities is considered low.

4.4  Site dismantling, cleaning and rubbish removal
You must:

e dismantle or secure (where dismantlingis not practical) your work area and leave
thessite in a safe and tidy state when you leave the site at the end of each working
day

* managerubbish, site waste and dispose off-site correctly to ensure the siteis safe
and well maintained

* notleave any material containing hazardous substances (for example asbestos, paint
and treated or painted timber) on site

e notifythe customerwhen the work has been finished.

4.5 Damage or loss

You should immediately advise a Kainga Ora Representative of any damage or loss that
occurs while carrying out services or contract works at a Kainga Ora site If the damage or
lossis dueto illegal activity it is expected the relevant authority will be contacted e.g. police
in case of theft.
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Appendix 2

Code of Conduct

¢ n Y [HbusIn

Contractors Code of Conduct TaudAKi

HOUSING

Contractors that visit any of our properties to undertake work on behalf of Tamaki Housing are asked
to recognise and respect that they are entering the tenant’s home.

This means always:

. Respecting the Tenant, their rights in their home and their culture.

. Complying with confidentiality requirements.

. Behaving in a proper and professional manner at all times.

. Complying with Health and Safety legislation and relevant codes of practice.

When arriving:

. Introduce yourself to the Tenant and show photo identification.
. Explain the nature and purpose of the job.
. Ask before using the Tenant’s services or facilities including electricity for power tools, or

parking in the driveway.

While doing the work:
. Minimise disruption and mess to the Tenant’s home (e.g. clean footwear or cover shoes).

. Take care of the Tenant’s property and possessions and protect these from dust, paint
and damage.

. Store and manage all materials and equipment used on site safely to avoid danger to
occupants and visitors (including considering children and others who may be vulnerable).

When leaving:
. Tell the tenant that you are leaving (whenever possible).

. Ensure the tenant knows what has been done or what is going to be done next before
leaving the home.

. Keep the Tenant's home secure at all times.

. Reconnect and test services such as water and electricity at the end of each working day
as required.

. Clear any rubbish from the inside of the property at the end of each working day that is a

result of any work undertaken.

. Remove any rubbish from the garden and other areas outside the property that has come
from the work done.

QOur vision: Tamaki is an awesome place to live

TPM-351 FEB20

N PVRANN | (PR IN VR o EN
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Appendix 3

Terms We Use

ACM
APPT
BCTI or BCI
BFP
CAR
cC
CHR
CGH
DNI
DSP
ECD
EPS
FOW
GNL
Henderson/New
Lynn
H&S
HLP
HV
HSE
ICT

ID Card

YnAy3l h

KA

KC
KPI
LBP
LC
LPO
MEWP
MoJ

Mt
Roskill/Ellerslie

NHSS
NOH
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Asbestos Containing Material

Appointment made

Buyer Created Tax Invoice

Boundary Fencing Programmgé  Yn Ay 3l hN} FSyOA
Corrective Action Request

Customer Complaint

Conviction History Report

Community Group House

Do not invoice

Driveway Safety Programngd  Yn Ay 3l hN} FSyOAy
Expected completion date

Exterior Paint Programme

Follow on Worlg Additional work required on job, possibly another trad
Job category: General Work Order

Y n Ay Jrkegioh Mahaged by our HNL tedar Henderson, New Lynn
and North Shore

Health and safety

Housing Leased, Private Owrely n Oyafhhnages on behalf of owner)
YnAy 3l h Mlar@ged by QuEielingtomutt Valleyteam

Health, safety and environment

Information and communications technology

{ LISy OS NgpeificoerifSafien Card issued during induction

Y n Ay 3d-HorheBldnd Communities

All responses and completion exemption

¢ & LIS 2 Pra)obline/eddmption

Completion exemptiorg ¢ & LIS 2 Pra o lihe/e2dmption

Key performance indictorPerformance standards of our contracts
Licensed Building Practitioner

Left Card

Housing LeasegPrivate Ownen Y n Oya#hhnages on behalf of ownel
Mobile Elevated Work Platform

Ministry of Justice

Y n A Yy Arkegiohmdhaged by our MRE central Auckland team

National Home Safety Service Programme
No-one Home
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Non-proc
Non-Std
Northland
NTF

On Hold
PCL

PM
Portal
PP

QA
RFPP
ROI

RSC

RM
S&F
Spencers
SOR

¢S al KA
Tenanted
THA

™

Tnt

TRL
URG

URS

Vacancy
Variation or VO
vVOC

Void

VSC

WIP

WO
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Non-procurement item (no client code covers this item)

Non-standard

Y n A @rarkgionY Yy 3SR 6& 2dzNJ 2 Kl y3anNBA
Notice to Fb¢ A & & dzZS R ©r& whémwiok/isthbt to required standarc
W26 &l ( dz&Noiérk altbtvgd K2 f RQ

Paint Containing Lead

Planned Maintenance

{ LISYOSNRBRQ Ay SNy Santrdclaid\alicesk their fobsR dz
Planned Programmes

Quality Assurance

YnAy3lF hNIQa wKSdzYlF A0 CS@OSNI t N
Record of Inspection

Responsive Scopelobcategoryrelating to tenanted properties

Job categoryRoutine Maintenance

Supply and fit

The trading name of Spencer Henshaw Limited

Schedule of Rates

hdzNJ YFEAYUGSylyOS OaghiliNIYGH y@aAr e 2 W
/ tASY(iQa LINBLISNI& gAGK OGSyl ylda
¢nYF{A | 2dzaAy3 1 aa20AF0A2Y

Tenancy Manager

Tenant

¢nYF1{A wS3ASYSNIGA2Yy [AYAUSR

Job category: Urgent Jamake safe

Timeframe KPIs apply

Job category: Urgent Responsive Work Olerake safe
Timeframe KPIs apply
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Change made to a work order

Volatile Organic Compound
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Void Scope Jobcategoryrelating to vacant properties

Work in progress

Work Order

ContractorCompany Handbook Document Name
JULY026V43  Version
TD PPH 0z Reference



Work Categories: Kainga Ora

Appendix 4
\Work Categories: KaingaOra

CATEGORYRESPONSIVE MAINTENANCE

Repair and maintenance work to meet the requirements of the Residential Tenancy Act (RTA), to protect a property, ¢at® aeiessential amenity.
Excludes capital or structural works that would qualify as a Special Programme or Planned Maintenance.

TIMEFRAME

Subcategory and description

URG
Note 1

URS
Note 2

GNL
Note 3

RSC
Note 4

VSC
Note 5

UrgentH & S
- Make safe

Urgent Responsive

- Make safe

General

Responsive Scope

Vacant Scope

Response Scoping Completion Invoicing CCResponse CAR Closeout
4 hours 12 hours
Within
24 hours 48 hours 2 days 24 hours Usually
. 5 days
of completion
10 working days 10 working days
As per ECD 72 hours As per ECD Within Usuall
Definitely within 2 days 24 hours 1o i 32
30 working days  of completion y
As per flowchart As per flowchart Within
2 days 24 hours Usually
15 days

of completion




NOTE 1
URGs ReactiveMaintenanceto protect from imminent danger of any other
adverse effect the health and safety of any person, or to comply with any HS
legislation.
Includes:

Means of cooking

Hot water, cold water, gas, electricity supply

Gas leaks

Correction of faults with toilets, showers, baths and hand basins

Correct faults with blocked drains from kitchen, bathroom or laundry

Security of exterior doors, locks, window catches or stays.
Electrical and fire safety
Smoke detectors

NOTE 3
GNLis Responsive Maintenandhat does not fall within other subategories
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following notification by a tenan&GNLs are carried out to protect the Custome
and the Property or to meet the requirements of the RTA.
Includes:

Broken bathroom mirror

Internal doors not closing properly
Damage to wall linings

Tree pruning

One-off rubbish removal

Oneoff heat pump repairs

Oneoff chimney sweeping or repairs

NOTE 5
VSC is Responsive MaintenargeNJ NB FdzZNDB A A KY Sy i
can be retenanted.

g2

NOTE 2

URSs Responsive Maintenand®e be responded to urgently to
protect the property or restore tenant amenity, but not required
to protect from imminent danger or to comply with HSW
legislation.

Includes:

- Repair cooking appliances

- Correct rainwater leaks into building

- Minor water supply pipe leaks

- Smoke detectors where 2 or more are still functioning

- Repairs to trip hazards like flooring or pathways

- Repair clothesline

- Healthy home regulations

NOTE 4

RSC is any Responsive Maintenarloat arises from:

- Request to attend a property to scope Reactive Maintenanc

- Followon Reactive Maintenance arising from a Work Order
URG or URS.

May include minor fire or chemical damage where specialist

trades are not required and is not capital or structural work.
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CATEGORWYLANNED MAINTENANCE

Longer packages of repaiand maintenance&loneon a planned basis. It is neautine maintenance that can be planned. Large quantities of
Responsive Maintenande rectify defects or as a proactive measure to increpsgperty sustainability may be carried out as Planned Maintena

Scoping Invoicing CARCloseout

Exterior Paint
Gas Conversion - -
Healthy Homes Each programme has specific Each programme has specific Usually

Roof Replacement requirements requirements 15 days
Rheumatic Ever Prevention

cATEGORROUTINE MAINTENANCE

Repair and maintenance work that is done on a routine basis, usually a set number of times per year, and which is retstaydtairal work that
would qualify for a planned programme. We monitor work completion, safety and quality.

- TIMEFRAME
Subcategoryand description : -
Scoping Invoicing CARCloseout

Vacant Property Lawn Mowing

Work that would be done by a tenariiut because the property is vacan
it is done by &ontractor

. Each piece of Routine
Communal Maintenance Maintenance is Scopec

Repair and maintenance work to communal areas of a property and W gt the outset of the

o Invoicing is autmatic
are not the responsibility of the Tenant

work, and a contractis  according to the 55332”3;
Preventive Maintenance established between contract Yy
Work to proactively prevent failure anatincrease operation efficiency. Spencers, the Client
Includes srvicing heating appliancesd mossproofing roofs and theContractor

Routine Other
Routine or periodic maintenance activity



CATEGORGBPECIAL PROGRAMMES

include any work that is not Responsive , Planned or Routine maintenance.

It includes specific programmes of work and often packages of Properties to be covered in a single Special Programme.

TIMEFRAME

Response Completion CAR
Scoping Invoicing Closeout

For Example: These vary depending on the requirements of each Special Programme
- Exterior Paint

- Gas Conversion

- Rheumatic Fever Prevention

- Roof Replacement



Appendix 5

Work Categories: Tamaki Housing

CATEGORREACTIVE MAINTENANECEepair and maintenance work to resolve a property issue, add a missing component, replace an obsolets
component, restore amenity to operational standard, or provide good customer service.

TIMEFRAME

Class Response Completion
Made safe after receipt of job After receipt of job
URG Urgent On site and made safe within 4 hours of notice of the works Within 24 hours of notice
Health and Safety required of the work required

URG is Reactive Maintenance to protect from imminent danger of any other adverse effect the health and safety of any |
or to comply with any HSE legislation. Includes:
- Means of cooking
- Hot water, cold water, gas, electricity supply
- Gas leaks

URS Urgent Reactive Within 2 business days of notice

On site and made safe by the next business day of the work required

URS is Reactive Maintenance to be responded to urgently to protect the property or restore tenant amenity, but not requ
protect from imminent danger. Includes:

- Repair cooking appliances

- Correct rainwater leaks into building

- Minor water supply pipe leaks

- Smoke detectors where 2 or more are still functioning

- Repairs to trip hazards like flooring or pathways

- Repair clothesline

- Healthy home regulations

GNL General Reactive Tenant contacted and planned visit time confirmed with ther Within 10 business days of notice
within 2 businessdaysof receipt of the maintenance request of the work required




RSC

PSM
Note 7

PVM

GNL is Reactive Maintenance that is not URG or URS. Includes:

- Broken bathroom mirror

- Internal doors not closing properly

- Damage to wall linings

- Tree pruning

- Oneoff rubbish removal, heat pump repairs or chimney sweeping or repairs

Reactive Scoped & Contractor has visited the property and provided a scope to
Supervised Work THLAP withi® working daysof receipt of the maintenance
request

Dependent on size of
scoped work

RSC is Reactive Maintenance that arises from:
- Request to attend a property to scope Reactive Maintenance
- Followon Reactive Maintenance arising from a Work Order or URG or URS.

CATEGORYLANNED MAINTENANCE
Longer term repairs and maintenance that are not capital or structural works that could qualify as Special Programmes.

We monitor work completion, safety and quality.

Prescriptive Scheduled PSM is Planned Maintenanttet is frequency or scheduleased where the number of likely
Maintenance instances, cost and general scope are knovimcludes:

- Exterior paint

- Voids

- Fire damage

- Decontamination

- Refurbishment

- Tenanted upgrades

- Roof replacement

- Hot water cylinder replacement
- Development site maintenance

Preventive Maintenance PVMis Planned Maintenanct¢hat prevents asset failure. Regular maintenance of a functional as
amenity, or component, to maintain or improve condition or extend operation life or level of serv
or keep a warranty validlncludes:



- Routine maintenance
- New-build maintenance or servicing, including for warranties
- Building warrant of fithess management and maintenance

PCM Planned Conditio#based PCMis Planned Maintenancghat is repairs or maintenance to improve condition or useful life of t
Maintenance asset or meet service level, performance or compliance measiMamtenance basedma level of
service, including:
- Repair or replacement to improve the condition or useful life of the asset,
- Meet TRL Properties service level, performance or compliance measures.

CATEGORYSPECIAL PROGRAMMES
Work that is not Reactive Maintenance or Planned Maintenance. It requires the Contractor to have capability and capayztyise additional
resources. It follows a project structure with a defined scope, schedule and cost to achieve a desired olitocoayerequire specialist resources
It includes:
- Weather tightness remediation.

- Property upgrades, modifications or additions of a new amenity to a group of properties.
- Work involving private owners such as shared fences hedges or driveways.
- Fire or chemical damage (including manufacture of illicit drugs) where TRL determines it is not RSC work.

Programme Response Completion
TBA




Appendix 6

Additional Work and Follow-on Work






