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This handbook explains how things work at SpencersΣ ǿƘŀǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ǳǎΣ ǿƘŀǘΩǎ 
expected of you and what we and ȅƻǳ Ŏŀƴ Řƻ ƛŦ ǘƘƛƴƎǎ ŀǊŜƴΩǘ ǊƛƎƘǘΦ   
 
The sustainability of our business and the livelihood of all of us depend on the quality of 
the relationships we have with you and, through you, with our clients, our customers 
and our suppliers.  
 
High standards of business and personal ethics are essential and will ensure the 
continued good reputation of your business and our business.   

 

 

 
 

 

Please make sure your team members read the Trades Worker Handbook 
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 relates to one of our clients only: 
EƛǘƘŜǊ YņƛƴƎŀ hǊŀΣ ƻǊ ¢ņƳŀƪƛ Housing.  Where that is the case, you will see heading bars 
like these: 
 

YņƛƴƎŀ hǊŀ 
 

OR 
 

¢ņƳŀƪƛ Housing 
 

 

 

 

 

 

 

 

 

 



 
 

Page 5 

Contractor Company Handbook Document Name 
JULY 2026 V4.3 Version 

TD PPH 02 Reference 

 
 

 

 

Spencers 
 

1 About Us 
 

Our people make a difference in the communities in which we operate  and where we 
live and work.  

 
Spencers provides a full range of property repair, maintenance and upgrade services to 
government and commercial clients.  Spencers maintains around one-ǘƘƛǊŘ ƻŦ YņƛƴƎŀ hǊŀΩǎ 
portfolio and all of ¢ņƳŀƪƛΩǎ homes. ¢ƘŀǘΩǎ ŀ ǇƻǊǘŦƻƭƛƻ ƻŦ one-ǘƘƛǊŘ ƻŦ ǘƘŜ ŎƻǳƴǘǊȅΩǎ social 
housing stock.   
 

Our work  is governed by maintenance contracts with our clients.  This Contractor 
Company Handbook, and our Trades Worker Handbook, are written with those contracts in 
mind.   

 
 

Our Employees include field-based scopers and supervisors, assurance and health and 
safety advisors, administration, finance, IT and trades teams. We deliver work safely, on 
time, to budget, and to the quality standards our clients and customers expect. 
 

Our Clients  are YņƛƴƎŀ hǊŀ - Homes and Communities όYņƛƴƎŀ hǊŀύΣ ŀ DƻǾŜǊƴƳŜƴǘ 
provider of social housing across New Zealand, and ¢ņƳŀƪƛ Regeneration Limited (¢ņƳŀƪƛ 
Housing) that operates in East Auckland.  We have Te Mahi bƎņǘŀƘƛ Ƴaintenance contracts 
ŦƻǊ ŦƻǳǊ YņƛƴƎŀ Ora regions, and one maintenance contract with ¢ņƳŀƪƛ Housing.  
 

Our Customers  ŀǊŜ ƻǳǊ ŎƭƛŜƴǘǎΩ ǘŜƴŀƴǘǎ ς the people who ƭƛǾŜ ƛƴ YņƛƴƎŀ hǊŀ ŀƴŘ ¢ņƳŀƪƛ 
Housing homes.   
 

Our Trades are our contractor companies 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 
ǊŜǉǳƛǊŜƳŜƴǘǎ ŀƴŘ ƻǳǊ ŎƭƛŜƴǘǎΩ ǿƻǊƪ ǉǳŀƭƛǘȅ ǎǘŀƴŘŀǊŘǎΣ ǳǎƛƴƎ ƻǳǊ ǎȅǎǘŜƳǎ ŀƴŘ ǇǊƻŎŜǎǎŜǎΦ  
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All of us, employees, contractorǎ ŀƴŘ ǘǊŀŘŜǎ ǿƻǊƪŜǊǎΣ ǊŜǇǊŜǎŜƴǘ ƻǳǊ ŎƭƛŜƴǘǎ ǿƘŜƴ ǿŜΩǊŜ ƻǳǘ 
and about in the community.  We all take that responsibility seriously by remembering our 
actions, attitudes and behaviour reflect on our own organisations and on theirs.   
 
We have offices in each of our contract regions.   
 

Client Region Office Location 

YņƛƴƎŀ hǊŀ Northland 11 Nell Place, Raumanga, 
²ƘŀƴƎņǊŜƛ 0110 

YņƛƴƎŀ hǊŀ Henderson/New 
Lynn/North Shore 

6 The Concourse 
Henderson, Auckland 0610 

YņƛƴƎŀ hǊŀ Mt Roskill/Ellerslie/ 
Auckland CBD 

289 Onehunga Mall Road 
Onehunga, Auckland 1061 

YņƛƴƎŀ hǊŀ Hutt Valley 9 Marine Parade 
Petone, Lower Hutt 5012 

¢ņƳŀƪƛ Housing ¢ņƳŀƪƛ Gate B, Pilkington Park, 393 Apirana Avenue 
Point England, Auckland 1072 

 

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

Privacy 
Spencers will not disclose your private information to any third party except as required to 
ŎŀǊǊȅ ƻǳǘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ōǳǎƛƴŜǎǎ ƻǊ ǘƻ ŀōƛŘŜ ōȅ bŜǿ ½ŜŀƭŀƴŘ ƭŀǿǎΦ ²Ŝ ǿƛƭƭ ŀƭǿŀȅǎ ŎƻƳǇƭȅ 
with the Privacy Act and as our contractor, you should do the same.  You can learn about 
the New Zealand Privacy Act here:  https://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 the contractor companies 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. 
 
¸ƻǳ Ƴǳǎǘ ƴƻǘ ǎƘŀǊŜ ȅƻǳǊ ŜƳǇƭƻȅŜŜǎΩ ǇǊƛǾŀǘŜ ƛƴŦƻǊƳŀǘƛƻƴ ǿƛǘƘ ǳǎΣ ǿƛǘƘƻǳǘ ǘƘŜƛǊ ŎƻƴǎŜƴǘΦ 
 
 

 

http://www.spencersnz.co.nz/
https://elearning.privacy.org.nz/
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Our Clients and Customers 
 

2 YņƛƴƎŀ hǊŀ ς Homes and Communities  
 
YņƛƴƎŀ hǊŀ ς Homes and Communities 
όYņƛƴƎŀ hǊŀύ ƛǎ ǘƘŜ ƎƻǾŜǊƴƳŜƴǘ ŀƎŜƴŎȅ 
responsible for providing rental housing to 
those most in need.  YņƛƴƎŀ hǊŀ ƛǎ our 
biggest client.    
  

¢Ŝ aŀƘƛ bƎņǘŀƘƛ ς Working Together  
 
Through ¢Ŝ aŀƘƛ bƎņǘŀƘƛ, YņƛƴƎŀ hǊŀ ƛƴǘŜƴŘǎ ǘƘŀǘ ƛǘǎ tenants live well with dignity and 
stability in connected communities, recognising that critical to living well is the ability for 
tenants to have homes that are safe, warm, dry and healthy.  

tƭŜŀǎŜ ǊŜŦŜǊ ǘƻ ǘƘŜ /ƻŘŜǎ ƻŦ /ƻƴŘǳŎǘ ǘƘŀǘ ŀǇǇƭȅ ƛƴ ǘŜƴŀƴǘǎΩ ƘƻƳŜǎ ς in Appendix 1. 
 

 
If you see any safety risks or if you have welfare concerns about a customer 
ǇƭŜŀǎŜ ŎƻƴǘŀŎǘ YņƛƴƎŀ hǊŀΩǎ Customer Support Centre 0800 801 601 
 
LŦ ȅƻǳ ǘƘƛƴƪ ǘƘŜǊŜ ƛǎ ŀƴȅǘƘƛƴƎ ƛƭƭŜƎŀƭ ƎƻƛƴƎ ƻƴ ŀǘ ŀ YņƛƴƎŀ hǊŀ ǇǊƻǇŜǊǘȅΣ ȅƻǳ Ŏŀƴ ǊŜǇƻǊǘ ƛǘ 
anonymously. 
YņƛƴƎŀ hǊŀ CǊŀǳŘ ŀƴŘ LƴǘŜƎǊƛǘȅ [ƛƴŜ 0800 INFORM 
     0800 46 36 76  
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Our YņƛƴƎŀ hǊŀ Regions  
 

Spencers is the largest of YņƛƴƎŀ hǊŀΩǎ maintenance partners. We work across four of 
YņƛƴƎŀ hǊŀΩǎ regions. 
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3 Tņmaki Housing  
 

 
 
The ¢ņƳŀƪƛ redevelopment area contains Panmure,  
Point England and Glen Innes.  
 
The regeneration programme is improving streets, parks, 
playgrounds and town centres. It is also working alongside mana 
whenua, the community, schools and businesses to create 
training, employment and business opportunities, and enhance 
wellbeing for everyƻƴŜ ǿƘƻ Ŏŀƭƭǎ ¢ņƳŀƪƛ ƘƻƳŜ.  
 
 
https://tamakiregeneration.co.nz/th/tamaki-housing/about/ 
 
 

 
tƭŜŀǎŜ ǊŜŦŜǊ ǘƻ ǘƘŜ /ƻŘŜ ƻŦ /ƻƴŘǳŎǘ ǘƘŀǘ ŀǇǇƭȅ ƛƴ ǘŜƴŀƴǘǎΩ ƘƻƳŜǎ ς in Appendix 2. 
 
 

https://tamakiregeneration.co.nz/th/tamaki-housing/about/
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4 Tenants  
Tenants are our Customers  

Tenants have diverse needs so we are all as flexible  as we can be to provide a 
maintenance service that adapts to individual circumstances.  

4.1 Interactions 

All interaction between contractors and tenants should be appropriate to 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 
{ǇŜƴŎŜǊǎΩ job Supervisor or Health and Safety team. 
 

The following general rules apply when you deal with anyone 

who lives in the property where you are working. 

And their neighbours, friends, ǿƘņƴŀǳ or visitors. 
 
The following are fine when talking to tenants: 

¶ Discussing a pet that should be restrained. 

¶ Discussing the job to be done. 

¶ Behaving in a friendly way without  getting into any of the things on the next list: 
  
The following are NOT appropriate: 

¶ 5ƛǎŎǳǎǎƛƴƎ ǘƘŜ ǘŜƴŀƴǘǎΩ ǊŜƭŀǘƛƻƴǎƘƛǇ ǎǘŀǘǳǎΦ  
- 5ƻƴΩǘ ŀǎƪ ƛŦ ǘƘŜy are married or have a partner.   
- 5ƻƴΩǘ ŘƛǎŎǳǎǎ ȅƻǳǊ personal life or domestic situation. 

¶ Making comments or compliments to the tenant on their personal appearance, how 
they are dressed, or how tidy (or not) their home is. 

¶ Inviting tenants to have a social drink of alcohol, partake of illicit drugs, attend parties, 
or any other social events, and accepting any such invitation from a tenant.  

 
Interacting inappropriately with tenants could result in an investigation and possibly 
termination of your contract with Spencers.  If one of your employees interacts 
ƛƴŀǇǇǊƻǇǊƛŀǘŜƭȅ ǘƘŜȅ Ƴŀȅ ƴƻ ƭƻƴƎŜǊ ōŜ ŀƭƭƻǿŜŘ ǘƻ ǿƻǊƪ ƻƴ ƻǳǊ ŎƭƛŜƴǘǎΩ ǎƛǘŜǎΦ   
 
Developing personal relationships with tenants is not allowed under any circumstances.  If 
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 Appointments 

!ǇǇƻƛƴǘƳŜƴǘǎ ǎƘƻǳƭŘ ōŜ ƳŀŘŜ ŦƻǊ ŜǾŜǊȅ Ǿƛǎƛǘ ǘƻ ŀ ǘŜƴŀƴǘΩǎ ǇǊƻǇŜǊǘȅ ǳƴƭŜǎǎ it is a URG job. 

An adult or a person chosen by the tenant should be at home when you carry out any work.   

LŦ ǘƘŜǊŜ ƛǎ ŀ ŘƻƎ ŀǘ ǘƘŜ ǇǊƻǇŜǊǘȅΣ ǇƻƭƛǘŜƭȅ ŀǎƪ ŦƻǊ ƛǘ ǘƻ ōŜ ƭƻŎƪŜŘ ŀǿŀȅΦ  LŦ ȅƻǳ ŘƻƴΩǘ ŦŜŜƭ ǎŀŦŜΣ 
leave the site straight away and contact SpencersΩ health and safety team, or the job 
Supervisor. 

If you are delayed please inform the tenant ōȅ ǎŜƴŘƛƴƎ ŀ ά¢ǊŀŘŜ 5ŜƭŀȅŜŘέ ƴƻǘƛŦƛŎŀǘƛƻƴ ŦǊƻƳ 
the app or portal or ringing the customer to advise of delay. 
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Make a good impression: 
¶ Introduce yourself 
¶ Show your ID card 
¶ hŦŦŜǊ ǘƻ ǳǎŜ ōƻƻǘ ŎƻǾŜǊǎ ǿƘŜƴ ŜƴǘŜǊƛƴƎ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ƘƻƳŜ 

 
Examples: 
 

1 
When you make an 
appointment with a 
customer 

Kia Ora 
My name is  
I am calling on behalf of Spencers and όYņƛƴƎŀ hǊŀ ƻǊ 
¢ņƳŀƪƛ IƻǳǎƛƴƎύ to schedule your maintenance job for . . . 
(explain the job) 

 
 

2 
Confirm the 
appointments the day 
before 

Kia Ora 
My name is  
I am calling on behalf of Spencers and όYņƛƴƎŀ hǊŀ ƻǊ 
¢ņƳŀƪƛ IƻǳǎƛƴƎύ to confirm our appointment for your 
maintenance job tomorrow. 

 
 

3 
Remind the customer 
30 minutes before the 
appointment  

Kia Ora 
My name is 
This iǎ ŀ ǊŜƳƛƴŘŜǊ ǘƘŀǘ LΩƭƭ ōŜ ŀǘ ȅƻǳǊ ƘƻƳŜ ƛƴ ол ƳƛƴǳǘŜǎ ǘƻ 
take care of your maintenance job. 

 
 

4 
When you arrive at the 
home 
 

Kia Ora 
My name is 
IŜǊŜΩǎ Ƴȅ L5 ŎŀǊŘΦ 
I am here on behalf of Spencers for our scheduled 
appointment for your maintenance job. 

Explain ς for example: This is going to take about an hour to get done. 
LΩƳ ƎƻƛƴƎ ǘƻ ōŜ ǳǎŜŘ ǇƻǿŜǊ ǘƻƻƭǎ ǎƻ LΩƭƭ ƴŜŜŘ ǘƻ ǳǎŜ ȅƻǳǊ 
electricity.  Is that OK?   
Lǘ ŎƻǳƭŘ ƎŜǘ ŀ ōƛǘ ƴƻƛǎŜ ŀƴŘ Řǳǎǘȅ ōǳǘ LΩƭƭ Řƻ Ƴȅ ōŜǎǘ ǘƻ ƪŜŜǇ 
the noise down and I will clean up by I go. 

 
 

5 
²ƘŜƴ ǘƘŜ ƧƻōΩǎ ŦƛƴƛǎƘŜŘ 

hYΣ ǿŜΩǊŜ ŀƭƭ ŘƻƴŜ ŦƻǊ ǘƻŘŀȅΦ  ¢ƘŜ ƛǎǎǳŜ ƛǎ ŦƛȄŜŘ ŀƴŘ L ƘŀǾŜ 
ǘƛŘƛŜŘ ǳǇΦ  ²ƻǳƭŘ ȅƻǳ ƭƛƪŜ ǘƻ ǎŜŜ ǿƘŀǘ LΩǾŜ ŘƻƴŜΚ 
Are you happy with that? 
Thank you. 

If more work is needed ς 
for example: 

LΩǾŜ ŘƻƴŜ ǿƘŀǘ L Ŏŀƴ ŦƻǊ ǘƻŘŀȅ ŀƴŘ ǎƻǊǘŜŘ ǘƘŜ ƛƳƳŜŘƛŀǘŜ 
problem.  Another Trade is needed next, so I will arrange 
for that to get done.  Someone will be in touch to make 
another appointment with you. 
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5 Specified Materials / Procurement Items  
 

Our clients negotiate purchase prices and arrangements for every piece of 
hardware  and all materials on their properties, with specific suppliers.  

 

All Contractors must: 

 Use only the specified procurement items and specified materials.  (If it is necessary to 
use a non-specific procurement item, you will need to provide proof of purchase.) 

 hǇŜƴ ǘǊŀŘŜ ŀŎŎƻǳƴǘǎ ǿƛǘƘ ƻǳǊ ŎƭƛŜƴǘǎΩ ǎǳǇǇƭƛŜǊǎ to obtain discount rates. 

 Advise us as soon as possible if there is a problem with getting procurement items. 

So that you purchase and install only the products our clients specify, and can purchase 
them at their discounted rates, you are required to open trade accounts with their 
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. 

 

YņƛƴƎŀ hǊŀ  
Product Supplier 

Building supplies PlaceMakers 

Carpet and underlay Godfrey Hirst (Nylon) 
Bremworth (Wool) 

Curtains ς window coverings Harvey Furnishings 

Electrical supplies and 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 

 

¢ņƳŀƪƛ Housing 
Product Supplier 

Building supplies Carters  

Carpets Godfrey Hirst  

Curtains Curtain Studio 

Electric stove parts, electrical supplies, heat pumps 
and ventilation products 

Ideal Electrical 

Gas heating products and 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 
 

The relationships between Spencers, our Contractor s, our Clients  and our 
Customers  relies on mutual trust and collaboration.  

6.1 Onboarding your Company 

When a contractor joins us we provide this Contractor Company Handbook.   

We have forms to be filled in to formalise things 
and a member of our Trades and Assurance 
Team explains all of the requirements.  One of 
those is our Service Level Agreement (SLA) that 
makes sure we know what to expect of each 
other in our relationship. 

The SLA is the agreement between your business 
and ours that helps us know what to expect of 
each other.  Other important aspects of 
onboarding are: 

¶ Accounting information 

¶ Assisting to set up supplier accounts so that 
you have access to the right procurement 
items and materials, and you obtain them at 
the right places and prices.   

¶ Booking you and your team to attend our 
trades quality training sessions and showing 
you how to access trades training manuals. 

¶ Showing you how to use our internet portal 
and tradesman mobile app to manage your 
jobs. 

 
 
²ƘŜƴ ǿŜΩǾŜ agreed all the details we commence our three-month onboarding process to 
ensure our new contractor understands our ŎƭƛŜƴǘǎΩ requirements and the importance of 
health and safety, to give them training on our job management system, and to explain the 
job process.  Other important elements of onboarding are health and safety induction, site 
visits and inspections by our health and safety team, and work quality checks by our quality 
assurance team. 
   

Establishing our working relationship requires that you provide the following : 
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¶ Company Health and Safety Plan.  (If 
ȅƻǳ ŘƻƴΩǘ ƘŀǾŜ ƻƴŜ ǿŜ can help.) 

¶ Current public liability insurance 
policy with cover of at least 
$5,000,000.  

¶ Trade registrations and job-related 
qualifications.  

¶ Other certifications or memberships. 

¶ Register of all hazardous substances 
used in your work. 

¶ Details of employees who will work 
at Spencers sites, along with their 
ΨǊƛƎƘǘ ǘƻ ǿƻǊƪΩ ŘƻŎǳƳŜƴǘǎΦ ¢Ƙŀǘ ƳŜŀƴǎ ǘƘŜƛǊ bŜǿ ½ŜŀƭŀƴŘ ƻǊ !ǳǎǘǊŀƭƛŀ ǇŀǎǎǇƻǊǘ ƻǊ ŎƛǘƛȊŜƴǎƘƛǇ 
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. 

¶ ! ƭƛǎǘ ƻŦ ȅƻǳǊ ŜƳǇƭƻȅŜŜǎ ǿƘƻ ǿƛƭƭ ǿƻǊƪ ǿƛǘƘ ǳǎΦ ¸ƻǳΩƭƭ ƴŜŜŘ ǘƻ ǊŜǉǳŜǎǘ ǘƘŜƛǊ ƛƴŘǳŎǘƛƻƴ Ǿƛŀ ǘƘŜ 
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 to Work 

We have to know that everyone working with us on our maintenance contracts can legally 
work in New Zealand. So we need you to: 
¶ 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/presentation ς this 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 of a new team member to work with us the same 
requirements apply.   
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6.3 Being an Employer 

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 NZ provides via its E-Learning 
website ς for employers and for employees: www.employment.govt.nz/onlinelearning 

http://www.employment.govt.nz/onlinelearning
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6.4 Conflicts of Interest 

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 when a person has multiple interests (such as financial 
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 principals to disclose 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 have personal or business relationships with who work for those organisations, and 
declare any conflicts of interest. 
 

Business or Personal Interests 

§ 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 Spencers, or another company contracting to Spencers. 

- A business or personal interest in a business or sole trade that is contracted to 
Spencers.  

- ! ǇŜǊǎƻƴŀƭ ǊŜƭŀǘƛƻƴǎƘƛǇ ǿƛǘƘ ŀƴȅƻƴŜ ǿƘƻ ǿƻǊƪǎ ŦƻǊ ƻƴŜ ƻŦ ƻǳǊ ŎƭƛŜƴǘǎ όYņƛƴƎŀ hǊŀ ƻǊ 
¢ņƳŀƪƛ IƻǳǎƛƴƎύΦ 

§ 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. 

 

¢Ŝƴŀƴǘǎ ƻŦ YņƛƴƎŀ hǊŀ ƻǊ ¢ņƳŀƪƛ IƻǳǎƛƴƎ tǊƻǇŜǊǘƛŜǎ 

! ǘǊŀŘŜǎ ǿƻǊƪŜǊ ǿƘƻ ƛǎ ŀ YņƛƴƎŀ hǊŀ ƻǊ ¢ņƳŀƪƛ IƻǳǎƛƴƎ ǘŜƴŀƴǘ Ƴǳǎǘ ƳŀƪŜ ǎǳǊŜ ǘƘŀǘ ǘƘŜȅ 
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 
ŀǘ ǘƘŜ ǇǊƻǇŜǊǘȅ ǿƘŜǊŜ ǘƘŜƛǊ ǿƘņƴŀǳΣ ŦŀƳƛƭȅ ƻǊ ŦǊƛŜƴŘǎ ƭƛǾŜΦ 
 

https://en.wikipedia.org/wiki/Person
https://en.wiktionary.org/wiki/interest#Noun
https://en.wikipedia.org/wiki/Finance
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tŜǊǎƻƴŀƭ ²ƻǊƪ ŦƻǊ {ǇŜƴŎŜǊǎΩ tŜƻǇƭŜ 

To protect you and your company from unfair treatment or influence, we require SpencersΩ 
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 properly ς at your normal commercial 
rates ς 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 that work.   

LŦ ȅƻǳ ŦŜŜƭ ȅƻǳ ŀǊŜ ōŜƛƴƎ ǊŜǉǳŜǎǘŜŘ ǘƻ Řƻ ǿƻǊƪ ŎƘŜŀǇƭȅ ƻǊ ŀǘ ŘƛǎŎƻǳƴǘŜŘ ǊŀǘŜǎΣ ƻǊ ΨƳŀǘŜǎ 
ǊŀǘŜǎΩΣ ōȅ {ǇŜƴŎŜǊǎ ǎǘŀŦŦ ƳŜƳōŜǊǎΣ ǇƭŜŀǎŜ ǘŀƭƪ ǘƻ ȅƻǳǊ wŜƎƛƻƴŀƭ aŀƴŀƎŜǊΣ or a member of 
the Trades & Assurance team.   

6.5 Conviction History Checking 

Our clients support individuals with criminal convictions, working with us.  But they 
require us to obtain conviction history reports from the Ministry of Justice for our 
staff and our contractors ς including directors and workers.  

 
 
If your conviction history report (CHR) is of 
concern, we will talk to you about it and you 
may ask us to seek a dispensation to allow 
ȅƻǳ ǘƻ ǿƻǊƪ ƻƴ ƻǳǊ ŎƭƛŜƴǘǎΩ ǇǊƻǇŜǊǘƛŜǎΦ  LŦ 
that is the case details of the CHR will 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 
YņƛƴƎŀ hǊŀ όƻǊ ¢ņƳŀƪƛ IƻǳǎƛƴƎύ ŦƻǊ ǘƘŜ ǇŜǊǎƻƴ ǘƻ ǿƻǊƪ ǿƛǘƘ ǳǎΦ 5etails of the CHR will need 
to be disclosed to the client.   
 
Sometimes we are not granted consent, 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 place ς 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 ID Cards  

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

We reissue Kņinga Ora ID cards every 
two years, with Tņmaki Housing ID cards 
reissued annually. Additional variations 
may occur due to specific individual 
circumstances. 

When you request we induct a new 
employee (Induction Request is 
ƳŀƴŀƎŜŘ ǘƘǊƻǳƎƘ ǘƘŜ tƻǊǘŀƭύ ȅƻǳΩƭƭ ōŜ 
asked to provide their Right-to-Work 
details and their email address for the 
Ministry of Justice process.  

When the induction request is 
approved, the employee will complete 
the induction process via our Learning 
Management System ς WorkED.  Then 
their card will be issued (they can collect 
ƛǘ ŦǊƻƳ ǘƘŜ ƴŜŀǊŜǎǘ {ǇŜƴŎŜǊǎΩ ƻŦŦƛŎŜύ ŀƴŘ 
they can start work. 

The QR code on the card can be used to view the cardholders qualifications and confirm if 
the ID cards status is active or inactive.. 
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7 Communication 
 

7.1 Call Us 

If you would like to talk to us about your relationship with us or if you want to know about a 
work quality matter, please contact our Trades & Assurance Team. If you 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. 

 

You will find all new and past notifications from our Tra des & Assurance Team 
and our H & S Team, on the tƻǊǘŀƭΩǎ Information & Resources tab. 
 
 
 

7.2 Trades & Assurance Team 

Regular updates and important notifications will be provided by the Trades & Assurance 
team.  The team is also available to provide support, training and guidance for our 
contractor network.  
 

7.3 Health & Safety Team 

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 
 

 

 

8.1 Codes of Conduct 
It is important that you know, 
understand and act according to our 
ŎƭƛŜƴǘǎΩ ŎƻŘŜǎ ƻŦ ŎƻƴŘǳŎǘΦ  
 
The Codes of Conduct are attached 
in Appendix 1 and Appendix 2.  
 
 
 
 
 

8.2 Ethics and Behaviour 

The sustainability of our business and the livelihoods of us all depend on the quality of our 
relationships with customers, other trades people, and suppliers ς 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 company and our clients.  

We all work with integrity and honesty and no compromise is acceptable.  If we 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 and 
as part of a team we show consideration and respect each 
other, and we help each other out. 

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

We value our cultural differences. 

²Ŝ Řƻ bh¢ ǇǊŜǘŜƴŘ ǿŜ ŘƻƴΩǘ ǎŜŜ ǇŜƻǇƭŜ ŘƻƛƴƎ ǘƘŜ ǿǊƻƴƎ 
things. 

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

We follow correct work procedures and do our jobs to the 
best of our abilities. 
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8.3 Bullying and Harassment  

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 
ŀƴŘ ƎƛǾŜ ƛǘ ǘƻ ƻƴŜ ƻŦ {ǇŜƴŎŜǊǎΩ ǎǳǇŜǊǾƛǎƻǊǎ ƻǊ ƳŀƴŀƎŜǊǎ ŀǎ ǎŜǘ ƻǳǘ ƛƴ ǘƘŜ ƴŜȄǘ ǎŜŎǘƛƻƴΦ  όYou 
may communicate by phone or face-to-face if you prefer.) 

Spencers will investigate the complaint. 

¶ If satisfied the complaint is legitimate, Spencers will take practicable steps to prevent 
harassment recurring.  

¶ Practicable steps could include: 

- Communicating with the customer or Spencers employee, setting clear 
expectations, and explaining the consequences if the behavior is repeated.   

- If the harassment or bullying continues the appropriate processes will be followed. 
 

If you observe an 
incident 

¶ 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 that to 

the Spencers job Supervisor, Team Manager or Regional Manager. 
(Exactly what happened, including date and time, and registrations 
of any vehicles present.)   

If you are informed 
of an incident by 
someone else 

¶ 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 information 

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 told 

and what you thought or felt about the situation, and give that to 
the Spencers job Supervisor, Team Manager or Regional Manager.  
The more information we have the easier the investigation will be.  

 

8.4 Personal Hygiene 

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

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

If you witness, or have reason to suspect, serious wrongdoing in our business, you may 
leave a confidential message on the Whistle-blower Phone Line.  You may choose to 

provide your contact details, or not.       09 2422 130   

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

- Dishonest, fraudulent or unlawful acts 
- Criminal offences 

 

Investigation 
Where an allegation of wrongdoing or misconduct is made by or against one of our 
contractors we will investigate it.  An allegation could be about: 
¶ Actions or threats of abuse, harassment, bullying, violence, or any other situation 

where an individual is harmed  
¶ Breaches of our Service Level Agreement  
¶ Breaches of employment or immigration laws 
¶ Dishonest or fraudulent behaviour 

 

Reporting 
¶ If you become aware of inappropriate behaviour or misconduct by one of our 

employees or another contractor or their employee, please complete an 
Accident/ Incident Form.    

¶ 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 News Media 

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. 
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YņƛƴƎŀ hǊŀ 
 

8.7 Damage to TenantsΩ Belongings 

From time to timeΣ ŘŀƳŀƎŜ ƻŎŎǳǊǎ ǘƻ YņƛƴƎŀ hǊŀΩǎ ǘŜƴŀƴǘǎΩ belongings or property. 

Lƴ ǘƘŜ ŜǾŜƴǘ ǘƘŀǘ ȅƻǳ ƻǊ ŀƴȅ ƻŦ ȅƻǳǊ ŜƳǇƭƻȅŜŜǎ ŘŀƳŀƎŜ ŀƴȅ ŎǳǎǘƻƳŜǊΩǎ ōŜƭƻƴƎƛƴƎǎ 
ǿƘƛƭǎǘ ǿƻǊƪƛƴƎ ƻƴ ŀ YņƛƴƎŀ hǊŀ ǇǊƻǇŜǊǘȅΣ ǇƭŜŀǎŜΥ 
¶ Advise the customer that: 

- You are not authorised to compensate them directly. 
- ¸ƻǳ ǿƛƭƭ ƴƻǘƛŦȅ {ǇŜƴŎŜǊǎ ǿƘƻ ǿƛƭƭ ŎƻƴǘŀŎǘ YņƛƴƎŀ hǊŀ ǘƻ ŀƎǊŜŜ ŀƴ ŀǇǇǊƻǇǊƛŀǘŜ 

outcome. 
- ¢ƘŜȅ ǎƘƻǳƭŘ ŀƭǎƻ ƴƻǘƛŦȅ YņƛƴƎŀ hǊŀ ŘƛǊŜŎǘƭȅ ƻŦ ǘƘŜ ŘŀƳŀƎŜΦ 
- If you feel unsafe about the developing situation, de-escalate and leave the site 

as quickly and safely as you can. 
¶ Notify the Spencers team promptly and follow up by completing an incident report.  
¶ The incident report is available on the portal or can be completed using Spencers Eco 

Portal, or by contacting our Health & Safety team, Team Leader or Site Supervisor for a 
manual version of the form. 

Do not 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]  

or Ŏŀƭƭ YņƛƴƎŀ hǊŀΩǎ Emergency Line on 0800 888 455 immediately  
and make safe before leaving site, if possible. 
 

 

 

9 Terms We Use 
 

WŜ ǳǎŜ ŀ ƭƻǘ ƻŦ ǘŜǊƳǎ ŀƴŘ ƭŀƴƎǳŀƎŜ ǘƘŀǘ ŀǊŜ ǎǇŜŎƛŦƛŎ ǘƻ ǳǎΦ  LŦ ȅƻǳ ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ 
someone is talking about when they use these, please ask. 

 
At the end of this handbook you will find a quick reference guide.   Appendix 3. 
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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 works to keep our teams, trades and tenants safe.  To achieve 
the compliance with health, safety and environmental legislation, industry standards and 
codes of conduct, they actively promote a culture of excellence and zero tolerance to 
workplace accidents.  They 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. 

Serious breaches may result in termination of your agreement with Spencers.  
 

10.1 Health and Safety Induction Manual 

 

 

You and your team members will be issued a 
Spencers Health and Safety Induction Manual at 
induction time.   

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

Remember ς and remind your team to work 
safely. If you need any help from us in making this 
happen please contact our health and safety 
team.  
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10.2 Site Awareness 

 

  
Report every dog incident to our Safety Team so they can make sure others 
know about the dog. 
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11 Compliance 
 

11.1 Safe Work Sites 

 

¶ Keep your work site safe 

¶ Have a first aid kit, fire extinguisher and spill 
kit on site 

¶ Ensure your power leads and tools are 
tagged 

¶ Sign the VSC job register where applicable 

¶ 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 
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11.2 Alcohol & Drugs 

Under no circumstances may you or your teamwork  while under the influence of 
alcohol or illegal substances or drugs 

 

11.3 CRIP Warnings 

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 you see a CRIP warning and are not sure about what to do, contact our health and 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: 
¶ All work on hold 
¶ Spencers staff or client Tenancy Manager 

(TM) must escort the contractor  
¶ Two contractors must attend 
¶ Phone the tenant before attending 
¶ The tenant will vacate the property for the 

duration of the work 
 

11.4 Safety Signs 

Spencers will provide safety signs to keep tenants and 
other trades people safe by alerting them to risks and 
hazards. 
You and your staff will be required to use the signs 
during all interior or exterior work at tenanted 
properties:  

- Maintenance or refurbishment  
- Yard maintenance 
- Demolition  
- High risk work 

 

 

12 Environment 
 

 

The way we work will not compromise, contaminate or damage the environment.   

We will all protect the air, soil and water, and animal and plant life.  

 
{ǇŜƴŎŜǊǎΩ ŜƴǾƛǊƻƴƳŜƴǘŀƭ Ǉƭŀƴ ǎǳǇǇƻǊǘǎ YņƛƴƎŀ hǊŀΩǎ ǿŀǎǘŜ ƳƛƴƛƳƛǎŀǘƛƻƴ ǇǊƻƎǊŀƳƳŜ ŀƴŘ 
provides guidelines for contractors in the Health and Safety Induction Manual contains 
relevant sections:  
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¶ Environmental Plans and Procedures 

¶ Environmental Risk Identification and 
Controls 

¶ Recycling and Waste Disposal 

¶ Spill Response Procedures 
 

 
 
 
 
 

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

 
 
 
 

 

https://www.google.co.nz/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi5nYeonsbLAhWEW5QKHWnCAGQQjRwIBw&url=https://weirdscholarships.net/environmental-science-scholarships/&bvm=bv.117218890,d.dGo&psig=AFQjCNErGxsLNH0JFyXT1PCTabBg_KYt1g&ust=1458252935518764
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Quality 
 

13 Work Quality 
 

 

13.1 Work Quality is Paramount 

 
Our clients will not pay for sub-standard work.  If you have to 
rework a job it can cost you time and money. 
 
/ƭƛŜƴǘǎΩ expectations may be different to what you are used 
to or what you would normally do.  You will need to be aware 
of ǘƘŜ ŎƭƛŜƴǘΩǎ work expectations and train your employees so 
that they understand them too.   
 

 

13.2 Accuracy 

Spencers must only charge clients for work that has actually been done. It is not okay to 
overcharge, by intent or by mistake.   Likewise, we are only paid for work that is completed 
and invoiced.  So we all have to make sure all invoices are completed correctly.  Here are 
some tips: 

 Day works Incorrectly Used ς Day works should not be charged when an SOR code 
applies, or if day works has not been validated. 

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

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

 Work Not Done ς Work has been charged for but it has not been done. 
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13.3  Measurements 

Methods of Measurement must be adhered to. 
¢Ƙƛǎ ŀǇǇƭƛŜǎ ǘƻ YņƛƴƎŀ hǊŀ ŀƴŘ ¢ņƳŀƪƛ ƧƻōǎΦ 
 

 
 

¸ƻǳ ǿƛƭƭ ŦƛƴŘ ǘƘŜ YņƛƴƎŀ hǊŀ aŜǘƘƻŘ ƻŦ aŜŀǎǳǊŜƳŜƴǘ ŘƻŎǳƳŜƴǘ ƻƴ ȅƻǳǊ 
Spencers Portal ς along with many other resources 

13.4 Location Codes 

Please make sure you understand and explain this to your team:  
Location codes are crucial. They affect audit scores and our reputations.  

 
 Interior Location Codes apply to the inside of the home 
 Building Exterior codes ς BE ς apply to the outside of the building 
 Property Envelope codes ς PE ς apply to the yard and grounds 
 Road Frontage codes ς RF - apply specifically to fencing programme jobs 
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13.5 Tenant Feedback 

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



 
 

Page 35 

Contractor Company Handbook Document Name 
JULY 2026 V4.3 Version 

TD PPH 02 Reference 

 
 

13.6 Quality Auditing 

A percentage of jobs are audited by Spencers or our clients (YņƛƴƎŀ Ora) to ensure our 
workmanship is right, that correct procurement items and materials are used, and that 
measurements and coding are correct. 

 

Quality Standards 
If your work does appear to meet the required standard you will receive a Corrective Action 
Request (CAR) with one of the following comments: 

 Client Standards Not Met ς The work does not meet defined specification or standard.  

 Not Complete ς One or more aspects of the job has not been completed.  ! ΨwŜǘǳǊƴ 
ŀƴŘ wŜŎǘƛŦȅΩ ς return to the job and do the work correctly ς would be required.  

 Proc Items Not Used ς The work is to standard but a non-procurement product or 
incorrect specified material has been used. 

 

Corrective Action Requests (CARs) 
CARs are sent to contractors through the job portal. 
The contractor is required to:  

 Review and respond to each CAR within the specified timeframe 

 Take all reasonable steps to resolve the CAR, which may include: 
¶ Returning to site to complete the work 
¶ Returning to site to rectify poor or non-compliant workmanship 
¶ Returning to site to replace a non-procurement item  

 Train their employees to ensure they can complete work to the required standards and 
specifications. 

Please contact Spencers directly if you are unsure on how to close this CAR. 
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The Work  
 

14 Work Categories 
 
 

YņƛƴƎŀ hǊŀ 

 

Categories and Sub-categories 

9ŀŎƘ YņƛƴƎŀ hǊŀ ŎŀǘŜƎƻǊȅ ƻŦ ǿƻǊƪ Ŏƻƴǘŀƛƴǎ ǎǳō-categories.  Each sub-category has KPI 
timeframes. 

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

The detail if set out for you in Appendix 4 

 
 

¢ņƳŀƪƛ Housing 

 

Categories and Classes 

Each Category of ¢ņƳŀƪƛ Housing maintenance work contains several classes.  

Each class has a KPI timeframe. 

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

The detail if set out for you in Appendix 5 
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15 Job Process 
 

 15.1 Getting your Jobs 

Jobs will be issued to you via the contractorǎΩ ƛƴǘŜǊƴŜǘ ǇƻǊǘŀƭΦ 

¶ You will access your job information and manage your jobs via our internet portal 
and mobile app.   

¶ You will see all the job information ς address, nature of the work to be done, the 
codes, locations.  If it is a supervised job it will also include measurements and 
timeframes. 

¶ Make appointments with tenant using Log Tenant Contact on the portal or app. 

¶ During the course of your work you can add codes for work done, request variations 
or job codes, and close off jobs for invoicing and payment.   

¶ You can view all new and outstanding jobs, and update the status of jobs to note 
No Access, Awaiting Parts, Appointment Made etc.   

¶ When the job is ŎƻƳǇƭŜǘŜ ƛǘǎ ǎǘŀǘǳǎ ǿƛƭƭ ǳǇŘŀǘŜ ǘƻ ΨǊŜŀŘȅ ŦƻǊ ǇŀȅƳŜƴǘΩΦ  

¶ Once completed and signed off by the Supervisor the job will be processed through 
Te Mana to the client, and back to our accounting system for payment to you.  

15.2 Work Delivery Expectations 

You and your team are responsible for completing work 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 tenant, let 
the Spencers Supervisor know, 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 advise Spencers early if they 
cannot be met. 

5. Notify Spencers of any follow-on work required, or work that is left incomplete. 

6. [ƻŀŘ ŜŀŎƘ ƧƻōΩǎ ǊŜƭŜǾŀƴǘ ŘƻŎǳƳŜƴǘŀǘƛƻƴ Ǿƛŀ ǘƘŜ ǇƻǊǘŀƭ ƻǊ ǘƘŜ ƳƻōƛƭŜ ŀǇǇΦ 

7. Get approval for any variation to a work order before carrying out that work.   

8. Complete work with minimal inconvenience to other trades. If your actions result in 
unnecessary costs being incurred by other contractors, Spencers may have to 
recover the other contractorǎΩ ǳƴƴŜŎŜǎǎŀǊȅ Ŏƻǎǘǎ ŦǊƻƳ ȅƻǳΦ 

9. Participate in management system audits, inspections, investigations and meetings 
as required. 
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YņƛƴƎŀ hǊŀ 

15.3 The Right Work at the Right Time 

YņƛƴƎŀ hǊŀΩǎ focus when carrying out responsive work orders is to ensure we are 
completing the right work at the right time.  This focus includes completing the work 
that is required in the most cost-effective way while meeting the required YņƛƴƎŀ hǊŀ 
standards and specifications. 
 
Appendix 6 shows Additional Work and Follow-on Work - Definitions and Approval 
Process providing clear guidelines as to when requests for Additional Work and Follow-
on Work are valid. 
 
Additional Works can be defined as minor works that are considered Ψeasy fixesΩ 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) is for further works that require a follow-up 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, or  
- arrangements need to 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. 
 
 

 

YņƛƴƎŀ hǊŀ 

15.4 Customer Consent 

As part of the scoping process Spencers will obtain ǘƘŜ ǘŜƴŀƴǘΩǎ written agreement, via the 
Customer Consent form (M-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: 

¶ All supervised Work, and  

¶ Special Programmes jobs 
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YņƛƴƎŀ hǊŀ 

15.5 Responsive Job Dollar Approval Limits  

¶ Responsive jobs URG, URS, GNL and HLP V6 
- YņƛƴƎŀ hǊŀ ŀǇǇǊƻǾŀƭ ƛǎ ǊŜǉǳƛǊŜŘ ŦƻǊ Ƨƻōǎ ŎƻǎǘƛƴƎ ƻǾŜǊ ϷмΣнлл ƛƴŎƭǳŘƛƴƎ D{¢  

¶ HLP properties HLP 1 - 5 
- YņƛƴƎŀ hǊŀ ŀǇǇǊƻǾŀƭ ƛǎ ǊŜǉǳƛǊŜŘ 

 

 

 
 

 

YņƛƴƎŀ hǊŀ 

15.6 Tenant-placed Relocatable Dwellings 

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 on any customer-placed cabins or caravans.  
 
Should you observe any health or safety issues in connection with these dwellings, 
ǇƭŜŀǎŜ ƴƻǘŜ ǘƘƛǎ ƻƴ ǘƘŜ Ƨƻō ǇƻǊǘŀƭ ŦƻǊ ƻǳǊ ǘŜŀƳ ǘƻ ŜǎŎŀƭŀǘŜ ǘƻ YņƛƴƎŀ hǊŀΦ 
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¢ņƳŀƪƛ Housing 
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16 Photos of Jobs 
 

Photos of jobs help us and our clients see what is required to approve work.  You must 
take photos and attach them to the job on your portal on your first visit to the job.   
Spencers requires before, WIP when required, and after photographs of work to be loaded 
to the job in the portal for every job.  
 
Photos should be clear and show only the job requested on the job card. 
 
We need you to ŀǘǘŀŎƘ Ψ.ŜŦƻǊŜΩΣ ŀǇǇƭƛŎŀōƭŜ Ψ²LtΩ ŀƴŘ Ψ!ŦǘŜǊΩ ǇƘƻǘƻǎ ǘƻ ŀƭƭ Spencers work 
orders.   
 
WIP Photos ς Hidden Work  
Hidden work photos are required in addition to WIP (work in progress) photos. This 
requirement will be supported by a further system reminder which will prompt the user to 
attach the required hidden work photos. 
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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 
are at home and happy for you to do the work.  Sometimes though, the customer is not at 
home or you cannot do the job for another reason ς perhaps the tenant will not allow you 
into the property, or there is a dog loose.   

 

YņƛƴƎŀ hǊŀ 
Futile fee will be considered in the following instance: 

¶ YņƛƴƎŀ hǊŀ Ƙŀǎ ƳŀŘŜ ŀǊǊŀƴƎŜƳŜƴǘǎ ǿƛǘƘ ǘƘŜ ǊŜƭŜǾŀƴǘ /ǳǎǘƻƳŜǊ ŦƻǊ ǘƘŜ Contractor 
to have access to a Property at a particular time to perform Services and/or the 

Work under a URG Work Order; and  

¶ entry to the relevant Property cannot be gained at that time by the contractor, the 
Contractor must immediately advise Spencers and then the contractors may be 
entitled to payment of one Futile Call Charge.  
 

Where the Contractor is unable to perform the Services and/or Work due to failure by the 
Customer to provide accessΣ ƻƴƭȅ ŀǘ YņƛƴƎŀ hǊŀΩǎ ŘƛǎŎǊŜǘƛƻƴΣ ǿƛƭƭ ǘƘŜ Contractor be entitled 
to a Futile Call Charge. In this event  
- you must leave one of our calling cards; and 
- you must make another visit at least 4 hours later, within 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  
- ŘŜǘŀƛƭǎ ƻŦ ǿƘȅ Ƨƻō ŎƻǳƭŘƴΩǘ ōŜ ŘƻƴŜΦ 

If the tenant is not at home or does not allow you access for a URG work order, when you 
make the second visit, you must leave one of our calling cards; and advise the Spencers 
administration team who request a FOW job from YņƛƴƎŀ hǊŀ after 2 cards left. 

 

¢ņƳŀƪƛ Housing 

If a time has been arranged with a tenant for you to carry out their job, and they are not at 
home when you arrive at the property (and you make reasonable efforts to contact the 
tenant for at least 5 minutes) or they do not allow you access to the property, and you are 
unable to carry out the work, you will be entitled to a futile call charge. 

Once the futile call charge has been confirmed, the job must remain open and you must 
continue to attempt to get access to the property to do the work unless ¢ņƳŀƪƛ Housing 
confirms that you do not need to complete the job, or Spencers advises you that ¢ņƳŀƪƛ 
Housing has confirmed you do not need to complete the job.  
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Systems and Processes 
 

18 Information & Communications Technology 
 

18.1 Computer Systems 

¶ Information and communication technology (ICT) systems help us get our work 
done. 

¶ DBS (Te Mana) is our internal core computer application for job management.  Our 
ŎƭƛŜƴǘǎΩ ǎȅǎǘŜƳs communicate with Te Mana electronically.   

¶ Jobs will be issued to our contractorǎΩ ƛƴǘŜǊƴŜǘ ǇƻǊǘŀƭΦ ¢ƘŀǘΩǎ ǿƘŜǊŜ ȅƻǳ ŀŎŎŜǎǎ ȅƻǳǊ 
job information.   

¶ 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.  
 
 

Latest Contractor Notices  
can be found here 
 

 
 
 
 
 
 

 
 
 

To find the DBS Training 
Material, click 
Information & Resources 
Then select topic Trades. 
For extra information select 
other topics 
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18.3 Requirements for Portal Use 

¶ Computer, laptop or other device that accesses the internet, with Google Chrome.  
Using other browsers can cause problems.  

 

18.4 Requirements for Tradesman App 

¶ You need an Android phone to run the app.  The app means you and your workers 
receive jobs directly to your devices.   

¶ App fees due directly to DBS Business Systems 
¶ Job lines can be updated and photos attached while you are on site.   

 
(It is not available for Apple devices.) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 

Photo: Tradesman, Alex Schmalkuchen,  
updating the job using the Tradesman App 
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19 Payments for Work 
 

19.1 Schedule of Rates 

Work is priced according to a Schedule of Rates (SOR).  Our clients use quantity surveyors to 
determine rates based on time and labour to carry out work, procurement items and 
materials required, and disposal of waste.  
 
If you believe a rate is not correct please let us know and we will investigate. 
 

19.2 Payment Dates  

YņƛƴƎŀ hǊŀ 

YņƛƴƎŀ hǊŀ Ǉŀȅǎ {ǇŜƴŎŜǊǎ ƻƴ ǘƘŜ ǇŀȅƳŜƴǘ ŘŀǘŜ ŦƻƭƭƻǿƛƴƎ ŀƭƭ ǘǊŀŘŜǎ ŎƻƳǇƭŜǘƛƴƎ ǘƘŜƛǊ ǿƻǊƪ ŀƴŘ 
the entire job being finished.    

Payment is made for jobs that have been completed and invoiced ς on the following Thursday.   

If a public holiday falls on a Thursday, payment is made the day after - Friday. 

 
 

¢ņƳŀƪƛ Housing 

¢ņƳŀƪƛ pays Spencers on the Tuesday*  of each week.    Spencers pays contractors within 7 
working days of receiving payment for the work from ¢ņƳŀƪƛ. That will normally be on the 
Thursday of the same week. Here are some examples: 

Job Completed and Invoiced ¢ņƳŀƪƛ pays Spencers Spencers pays Contractor 

Monday, the 1st Tuesday, the 16th Thursday the 18th 

Thursday, the 11th Tuesday, the 23rd Thursday the 25th 

 
* *  ¢ņƳŀƪƛ pays Spencers within 14 days of the job being invoiced, on a Tuesday.  That 

means ¢ņƳŀƪƛ pays for a job on the Tuesday of the week where the 14th day 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 after-hours service providers work during the public holidays and take care of 
urgent jobs that come up.  
 
You will be able to access the portal as normal during the holiday season. 

 
Near the end of each year we will let you know what the arrangements are for the various 

work categories. 
 

Christmas Gifts to SpencersΩ Employees 
While we understand that Christmas is the season of giving we would prefer that any gifts 
you intended to give to Spencers and our employees were instead shared with your 
employees and families, or given your local Mission. Our staff are not allowed to 
personally accept any gifts. Any gifts received by our staff will be donated to the the local 
Mission. 
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Support 
 

21 Apprenticeships  

Hudson Sellars Apprentice Scholarship 

Spencers Hudson Sellars Apprentice Scholarship 

honours the  memory of Hudson Sellars, our 
well - loved Quality Assurance Manager who 
passed away in 2017. 

Hudson was always an advocate for our 
contractors , and he met most of them in the 
course of his daily work.  One of his constant 
ŘŜǎƛǊŜǎΣ ŀƴŘ ǎƻƳŜǘƘƛƴƎ ǘƘŀǘΩǎ ŀ ŎƘŀƭƭŜƴƎŜ ŦƻǊ ŀƭƭ 
of us competing for the services of skilled 
trades people, was to encourage contractors to 
grow their businesses, share their knowledge, 
and provide more jobs. 

To honour Hudson, Spencers introduced the 
ΨIǳŘǎƻƴ {ŜƭƭŀǊǎ !ǇǇǊŜƴǘƛŎŜ {ŎƘƻƭŀǊǎƘƛǇΩ ǘƻ 
benefit apprentice employees of solid and 
professional employers who will be great 
mentors to their apprentices.  

Hudson Sellars 
 
 

 

The scholarship meets the cost of the start-up kit of tools, throughout the apprenticeship 
provided the apprentice succeeds in their studies. 

 
 
 
Photo: Our first Hudson Sellars 
Apprentice, George Steed, with  
Rod Spencer in 2018 
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22 Training 
 

22.1 Lifting our Capability  

Most of what we learn about our work happens during our day-to-day work: 

¶ Standard operating processes and procedures 

¶ Quality of communications and relationships 

¶ /ƭƛŜƴǘǎΩ quality standards and contract terms 

¶ Accurate coding and adherence to specifications  

¶ Reporting and record keeping  

¶ Efficiency and time management 

¶ Best practices, tricks and tips 

¶ Health, safety and compliance 

 

Responsibilities 

¶ Attend the training provided by Spencers Quality and Health and Safety teams, and 
make sure your team does too.    

¶ Make the most of the Spencers training resources, methods and events available. 

¶ Talk about training at team meetings. 

¶ YŜŜǇ ǘǊŀƛƴƛƴƎ ŀƭƛǾŜ ōȅ ŜƴǎǳǊƛƴƎ ƛǘΩǎ ŘƛǎŎǳǎǎŜŘ ŀƴŘ ƛƳǇƭŜƳŜƴǘŜŘΦ 

¶ Give feedback about training so that it can be improved if necessary ς and so we 
ƪƴƻǿ ƛŦ ǿŜΩǊŜ ŘƻƛƴƎ ǘƘŜ ǊƛƎƘǘ ǘƘƛƴƎǎ ŀƴŘ ŘƻƛƴƎ ǘƘŜƳ ǿŜƭƭΦ 

¶ Keep Training and Reference Manuals current. 

¶ Review CARs received to identify training issues and run toolbox meetings to rectify. 
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22.2 Spencers Training Plan 

WorkED is our contractor and staff training delivery 
platform.   
 
 
 
 
 
 
 

WorkED will: 

¶ manage all Induction, QA, Safety, HR and Trades training registrations and records, for 
all of us via E-learning courses.   

¶ allocate training to new contractors and their employees when they join us, according 
to their role or trade. 

¶ ŜƴǎǳǊŜ ǇŜƻǇƭŜ ŀǊŜ ŀǿŀǊŜ ƻŦ {ǇŜƴŎŜǊǎΩ policies. 

¶ ŎǊŜŀǘŜ ƴŜǿ ǘǊŀƛƴƛƴƎ ǿƘŜƴ ƛǘΩǎ ƴŜŜŘŜŘΣ ŀƴŘ ŀƭƭƻŎŀǘŜ ƛǘ ǘƻ ǘƘŜ ǊƛƎƘǘ people. 

¶ remind people when refreshers are due ς for instance for SiteSafe courses, that have 
expiry timeframes.   

¶ invite people to self-register for some courses. 

¶ show you your training record to date, what training you have been requested to 
complete, and have in progress. 

¶ show us who has and who has not participated in compulsory training. 

¶ provide reporting capability. 

 

 

22.3 Trade Quality Training 

{ǇŜƴŎŜǊǎΩ Trades & Assurance team provides trade training in the trade you are contracted 
for.  This training is compulsory at onboarding stage, and all new employees will be required 
to attend a training session. 
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23 Workload 
 

We will always try to keep your workloads manageable  
LŦ ƛǘΩǎ ƴƻǘ ǿƻǊƪƛƴƎ ς 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 trades people and would like more work from  us 

¶ Resignations, illnesses or staff holidays are affecting your resourcing levels 

¶ We are dispatching too much work to you 

 

 

24 Resources 
 

Please see Appendix 7 for a list of resources available to you and your business. 
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Appendix 1 
Code of Conduct  

YņƛƴƎŀ hǊŀ 
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Appendix  2 
Code of Conduct  

¢ņƳŀƪƛ Housing  
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Appendix  3 
Terms We Use  

 

ACM Asbestos Containing Material 

APPT Appointment made 

BCTI or BCI Buyer Created Tax Invoice 

BFP Boundary Fencing Programme ς ! YņƛƴƎŀ hǊŀ ŦŜƴŎƛƴƎ ǇǊƻƎǊŀƳƳŜ 

CAR Corrective Action Request  

CC Customer Complaint 

CHR Conviction History Report 

CGH Community Group House 

DNI Do not invoice 

DSP   Driveway Safety Programme ς ! YņƛƴƎŀ hǊŀ ŦŜƴŎƛƴƎ ǇǊƻƎǊŀƳƳŜ 

ECD Expected completion date 

EPS    Exterior Paint Programme 

FOW Follow on Work ς Additional work required on job, possibly another trade 

GNL Job category: General Work Order 

Henderson/New 
Lynn 

YņƛƴƎŀ hǊŀ region managed by our HNL team for Henderson, New Lynn 
and North Shore 

H & S Health and safety 

HLP Housing Leased, Private Owner όYņƛƴƎŀ Ora manages on behalf of owner) 

HV YņƛƴƎŀ hǊŀΩǎ wŜƎƛƻƴ managed by our Wellington Hutt Valley team 

HSE Health, safety and environment 

ICT Information and communications technology 

ID Card {ǇŜƴŎŜǊǎΩ ŎƭƛŜƴǘ-specific Identification Card issued during induction  

YņƛƴƎŀ hǊŀ YņƛƴƎŀ hǊŀ ς Homes and Communities  

KA All responses and completion exemption  
¢ȅǇŜ ƻŦ YņƛƴƎŀ Ora job line exemption 

KC Completion exemption ς ¢ȅǇŜ ƻŦ YņƛƴƎŀ Ora job line exemption 

KPI Key performance indictor - Performance standards of our contracts 

LBP Licensed Building Practitioner  

LC Left Card 

LPO Housing Leased ς Private Owner όYņƛƴƎŀ Ora manages on behalf of owner) 

MEWP Mobile Elevated Work Platform 

MoJ Ministry of Justice 

Mt 
Roskill/Ellerslie 

YņƛƴƎŀ hǊŀ region managed by our MRE central Auckland team 

NHSS National Home Safety Service Programme 

NOH No-one Home  
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Non-proc Non-procurement item (no client code covers this item) 

Non-Std Non-standard 

Northland YņƛƴƎŀ Ora region ƳŀƴŀƎŜŘ ōȅ ƻǳǊ ²ƘŀƴƎņǊŜƛ ǘŜŀƳ  

NTF Notice to Fix ς ƛǎǎǳŜŘ ōȅ YņƛƴƎŀ Ora when work is not to required standard 

On Hold Wƻō ǎǘŀǘǳǎ ƛǎ Ψƻƴ ƘƻƭŘΩ ς No work allowed 

PCL Paint Containing Lead 

PM Planned Maintenance 

Portal {ǇŜƴŎŜǊǎΩ ƛƴǘŜǊƴŜǘ ǇƻǊǘŀƭ ǘƘǊƻǳƎƘ ǿƘƛŎƘ contractors access their jobs 

PP Planned Programmes 

QA Quality Assurance 

RFPP YņƛƴƎŀ hǊŀΩǎ wƘŜǳƳŀǘƛŎ CŜǾŜǊ tǊŜǾŜƴǘƛƻƴ tǊƻƎǊŀƳƳŜ 

ROI Record of Inspection 

RSC Responsive Scope ς Job category relating to tenanted properties 

RM Job category: Routine Maintenance 

S & F Supply and fit 

Spencers The trading name of Spencer Henshaw Limited 

SOR Schedule of Rates 

¢Ŝ aŀƘƛ bƎņǘŀƘƛ hǳǊ ƳŀƛƴǘŜƴŀƴŎŜ ŎƻƴǘǊŀŎǘ ǿƛǘƘ YņƛƴƎŀ Ora ς ƛǘ ƳŜŀƴǎ ΨǿƻǊƪƛƴƎ ǘƻƎŜǘƘŜǊΩ 

Tenanted /ƭƛŜƴǘΩǎ ǇǊƻǇŜǊǘȅ ǿƛǘƘ ǘŜƴŀƴǘǎ ƭƛǾƛƴƎ ƛƴ ƛǘ 

THA ¢ņƳŀƪƛ IƻǳǎƛƴƎ !ǎǎƻŎƛŀǘƛƻƴ  

TM Tenancy Manager 

Tnt Tenant 

TRL ¢ņƳŀƪƛ wŜƎŜƴŜǊŀǘƛƻƴ [ƛƳƛǘŜŘ 

URG Job category: Urgent Job ς make safe 
Timeframe KPIs apply 

URS Job category: Urgent Responsive Work Order ς make safe 
Timeframe KPIs apply. 

Vacancy /ƭƛŜƴǘΩǎ ǇǊƻǇŜǊǘȅ ǿƛǘƘƻǳǘ ǘŜƴŀƴǘǎ ƭƛǾƛƴƎ ƛƴ ƛǘ ς See Void and VSC 

Variation or VO Change made to a work order 

VOC Volatile Organic Compound 

Void /ƭƛŜƴǘΩǎ ǇǊƻǇŜǊǘȅ ǿƛǘƘ ƴƻ ǘŜƴŀƴǘǎ ƭƛǾƛƴƎ ƛƴ ƛǘ   - See VSC 

VSC Void Scope ς Job category relating to vacant properties 

WIP Work in progress 

WO Work Order 

 



 

Appendix  4 
 

Work Categories:  YņƛƴƎŀ hǊŀ 
 
 

CATEGORY:  RESPONSIVE MAINTENANCE 
Repair and maintenance work to meet the requirements of the Residential Tenancy Act (RTA), to protect a property, or to reinstate an essential amenity.   
Excludes capital or structural works that would qualify as a Special Programme or Planned Maintenance. 

Sub-category and description 
T I M E F R A M E 

Response Scoping Completion Invoicing CC Response CAR Closeout 

URG 
Note 1 

Urgent H & S 
- Make safe 

4 hours 
 

12 hours 

Within 
2 days 

of completion 
24 hours 

Usually 
5 days 

URS 
Note 2 

Urgent Responsive 
- Make safe 

24 hours 
 

48 hours 

GNL 
Note 3 

General 10 working days 
 

10 working days 

RSC 
Note 4 

Responsive Scope As per ECD 72 hours As per ECD 
Definitely within 
30 working days 

Within 
2 days 

of completion 
24 hours 

Usually 
15 days 

VSC 
Note 5 

Vacant Scope As per flowchart 
 

As per flowchart Within 
2 days 

of completion 
24 hours 

Usually 
15 days 

 
 
 



  

NOTE 1 
URG is Reactive Maintenance to protect from imminent danger of any other 
adverse effect the health and safety of any person, or to comply with any HSE 
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 2 
URS is Responsive Maintenance to 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 3 
GNL is Responsive Maintenance that does not fall within other sub-categories 
ƻŦ wŜǎǇƻƴǎƛǾŜ aŀƛƴǘŜƴŀƴŎŜΦ Db[ Ƨƻōǎ ŀǊŜ ǳǎǳŀƭƭȅ ƛǎǎǳŜŘ ōȅ YņƛƴƎŀ hǊŀ 
following notification by a tenant GNLs are carried out to protect the Customer 
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 
-  One-off heat pump repairs 
-  One-off chimney sweeping or repairs 

NOTE 4 
RSC is any Responsive Maintenance that arises from: 
-  Request to attend a property to scope Reactive Maintenance  
-  Follow-on Reactive Maintenance arising from a Work Order or 

URG or URS. 
May include minor fire or chemical damage where specialist 
trades are not required and is not capital or structural work. 

NOTE 5 
VSC is Responsive Maintenance ƻǊ ǊŜŦǳǊōƛǎƘƳŜƴǘ ǘƻ ŀ ǇǊƻǇŜǊǘȅ ǘƘŀǘ ƛǎ ƴƻǘ ǘŜƴŀƴǘŜŘΣ ŀƴŘ Ƴǳǎǘ ōŜ ōǊƻǳƎƘǘ ǳǇ ǘƻ YņƛƴƎŀ hǊŀΩǎ ǊŜǉǳƛǊŜŘ ǎǘŀƴŘŀǊŘ ǎƻ ƛǘ 
can be re-tenanted. 
 



 

CATEGORY:  PLANNED MAINTENANCE  
Longer packages of repairs and maintenance done on a planned basis.  It is non-routine maintenance that can be planned.  Large quantities of 
Responsive Maintenance (to rectify defects or as a proactive measure to increase property sustainability) may be carried out as Planned Maintenance. 

Programme Examples 
T I M E F R A M E 

Scoping Invoicing CAR Closeout 

 Exterior Paint 
 Gas Conversion  
 Healthy Homes 
 Roof Replacement 
 Rheumatic Fever Prevention 

Each programme has specific 
requirements 

Each programme has specific 
requirements 

Usually 
15 days 

 
 

CATEGORY: ROUTINE MAINTENANCE  

Repair and maintenance work that is done on a routine basis, usually a set number of times per year, and which is not capital or structural work that 
would qualify for a planned programme. We monitor work completion, safety and quality. 

Sub-category and description 
T I M E F R A M E 

 Scoping Invoicing CAR Closeout 

Vacant Property Lawn Mowing 
Work that would be done by a tenant but because the property is vacant, 
it is done by a Contractor   

Each piece of Routine 
Maintenance is scoped 
at the outset of the 
work, and a contract is 
established between 
Spencers, the Client 
and the Contractor. 

Invoicing is automatic 
according to the 

contract 

Usually 
15 days 

Communal Maintenance 
Repair and maintenance work to communal areas of a property and which 
are not the responsibility of the Tenant     

Preventive Maintenance 
Work to proactively prevent failure and to increase operation efficiency. 
Includes servicing heating appliances and moss-proofing roofs   

Routine Other 
Routine or periodic maintenance activity 

 



  

CATEGORY: SPECIAL 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. 

 
T I M E F R A M E 

Response 
Scoping 

Completion 
Invoicing 

CAR 
Closeout 

For Example:  

-  Exterior Paint  
-  Gas Conversion 
-  Rheumatic Fever Prevention 
-  Roof Replacement 

These vary depending on the requirements of each Special Programme 

 

 



 

Appendix  5 
 

²ƻǊƪ /ŀǘŜƎƻǊƛŜǎΥ  ¢ņƳŀƪƛ IƻǳǎƛƴƎ 
 

CATEGORY: REACTIVE MAINTENANCE is repair and maintenance work to resolve a property issue, add a missing component, replace an obsolete 
component, restore amenity to operational standard, or provide good customer service. 

Class 

T I M E F R A M E 

Response 
Made safe after receipt of job 

Completion 
After receipt of job 

URG Urgent 
Health and Safety 

On site and made safe within 4 hours of notice of the works 
required 

Within 24 hours of notice 
of the work required 

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

URS  Urgent Reactive 
On site and made safe by the next business day 

Within 2 business days of notice 
of the work required 

  URS is Reactive Maintenance to be responded to urgently to protect the property or restore tenant amenity, but not required to 
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 them 
within 2 business days of receipt of the maintenance request 

Within 10 business days of notice 
of the work required 



  

  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 
-  One-off rubbish removal, heat pump repairs or chimney sweeping or repairs 

RSC Reactive Scoped & 
Supervised Work 

Contractor has visited the property and provided a scope to 
THLAP within 5 working days of 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  
-  Follow-on Reactive Maintenance arising from a Work Order or URG or URS. 

 

CATEGORY:  PLANNED 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. 

Class  

PSM 
Note 7 

Prescriptive Scheduled 
Maintenance 

PSM is Planned Maintenance that is frequency or schedule-based where the number of likely 
instances, cost and general scope are known.   Includes: 
-  Exterior paint 
-  Voids 
-  Fire damage 
-  Decontamination 
-  Refurbishment 
-  Tenanted upgrades 
-  Roof replacement 
-  Hot water cylinder replacement 
-  Development site maintenance 

PVM Preventive Maintenance PVM is Planned Maintenance that prevents asset failure.  Regular maintenance of a functional asset, 
amenity, or component, to maintain or improve condition or extend operation life or level of service, 
or keep a warranty valid.  Includes: 



 

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

PCM Planned Condition-based 
Maintenance 

PCM is Planned Maintenance that is repairs or maintenance to improve condition or useful life of the 
asset or meet service level, performance or compliance measures.  Maintenance based on a 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. 

 

CATEGORY:  SPECIAL PROGRAMMES 
Work that is not Reactive Maintenance or Planned Maintenance.  It requires the Contractor to have capability and capacity or organise additional 
resources.  It follows a project structure with a defined scope, schedule and cost to achieve a desired outcome.  It may require 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  

 




