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CONTRACTOR CODE OF CONDUCT (V2) 

Our customers pay for repairs and improvements to their homes as part 
of their rent. They expect repairs and improvements to be completed to a 
high standard at the time we say we will do them. This applies to both 
Selwood Housing operatives and our third-party contractors who we 
expect to maintain the same high standards. 

They also need to know what to expect and when to expect it. It is 
important to communicate clearly and honestly to our customers. 

This code applies to the personnel of all our contractors and where 
applicable sub-contractors of the main contractor. 

You are expected to issue this document to all your operatives and 
subcontractors.  Any sub-contractors will be expected to issue it 
to all their operatives.  Failure to do so which results in a 
customer complaint will be dealt with under our contract 
management processes. 

Customer safety and security 

• We will expect you to maintain and apply our H&S General Code of 
Practice at all times. 

• Always introduce yourself and show your identity card which will be 
issued by your company (or the company you have been sub-
contracted by) and will include all the information that is outlined in 
our Contractor Access Protocol (Appendix A). Don’t wait to be 
asked. 

• Always wear your uniform which should be clean, tidy, display your 
logo and align to the expectations set out in our Contractor Access 
Protocol. 

• Let sheltered housing and care home staff know you are visiting. 
• Always keep customers’ homes secure. 
• You must not be under the influence of alcohol, illegal drugs or 

medication that could affect yours or customer safety.  
• Drive with care and have a clean and tidy cab. 
• Ensure your vehicles are safe and road worthy, hold a valid MOT, are 

taxed and appropriately insured. 
• Ensure all your operatives hold a valid and appropriate driving 

licence. 

Respect our customers 
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• Ensure you treat all our customers with respect at all times. 
• Ensure your operatives and sub-contractors adhere to our 

Contractor Access Protocol at all times. 
• Ensure that you appreciate that customer’s time is also precious 

and many of our customers work. Ensure you comply with the 
timescales we have agreed with you for delivering the job you are 
undertaking. Where this is not possible you will be expected to 
communicate with the customer and Selwood Housing providing 
reasonable justification and rearranging when convenient to the 
customer.  

• You are responsible for ensuring equipment, materials and labour 
are ready so work can begin at the arranged time. 

• Ensure you and your sub-contractors adhere to the obligations 
within the Equalities Act 2010. 

• Ensure you make yourself aware of any additional customer needs 
and requirements before you arrive and ensure you make the 
adjustments that they require (e.g. for disabilities, for language 
preferences, for religious requirements and gender identity). 

• Respect the way people live their lives. 
• Always be polite and do not use bad language. 
• Do not gossip, respect customers’ confidentiality. 

Respect our customers’ homes 

• Take care of customers’ possessions and use clean dust sheets in 
your work area. 

• Additional care should be taken when there are children or pets in 
the home.  

• Do not enter a property where there is no adult present and those 
in the home are under the age of 18. 

• Do not leave materials and equipment in properties or communal 
areas overnight.  

• Do not play a radio or smoke in customer homes or communal 
areas. 

• Do not ask to use our customer’s bathroom. Make the area safe if 
you need to find alternative toilet facilities, try to incorporate these 
into travel times wherever possible. 

• Talk to the customer first before moving furniture or carpets etc. 
• Only move what you need to and put things back when finished. 
• Clean up after yourself as you work and use your own equipment. 

Do not use a customer’s vacuum cleaner even if it is offered to you. 
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• If decorations have been damaged, make good any holes and 
inform your contracts manager that a decoration voucher may be 
required. 

• Reconnect and test water, electricity etc before you leave. 
• Park with consideration at all times.  Do not park on verges, block 

pavements so pedestrians cannot safely pass, or block drives. 
• Don’t drop litter. 

Keep our customers informed 

• Always explain to our customers what you are there to do, how long 
you expect it to take, and what it could affect (e.g. turning power 
/water off etc). 

• If you need to leave a customer’s home temporarily (e.g. for 
materials), explain the reasons why, when you will return and 
ensure you return when you say you will and within the time 
allotted for the job. 

• If you cannot finish the job, explain why and advise us immediately 
so we can contact the customer with next steps. 

Safeguard our customers 

• If you have any concerns about our customers welfare, contact the 
contract manager, customer liaison coordinator (if relevant) or 
customer support (01225 715715).  These concerns can include and 
not be limited to: 
 
- The condition of their home 
- Health and safety concerns 
- Concerns about the safety and welfare of others in the home 
- Any other concerns 

 
• Do not make attempts to contact our customers socially. 
• Declare any prior relationships with customers before work 

commences.  

Respect Selwood Housing 

• Do not give your opinion about Selwood Housing or our policies to 
our customers. 

• We expect you to adhere to all the requirements set out in the 
contract including additional policies that are attached to it. 
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• Ensure you follow our Contractor Access Protocol and inform us 
immediately if you are not able to gain access to the customer’s 
home to complete works. 

Your welfare 

If you feel a customer is preventing you from doing your work or creating 
a hostile environment which is preventing you from delivering you work 
safely and to a high standard, then leave the property and contact 
Selwood Housing immediately. This could include situations such as: 

• Verbal aggression towards yourself or the company that makes you 
feel uncomfortable or unsafe. 

• Feeling unsafe due to aggressive animals in the property or the 
customer using an animal to threaten you. 

• Threats of physical violence towards yourself or other employees 
you are working with. 

• Verbal aggression over the phone when booking works in with the 
customer. 

• There are sharps and other drug paraphernalia preventing you from 
doing your job safely. 

• Harassment from the customer in any form which makes you 
unable to complete your task to a safe and acceptable standard 

In these circumstances we will involve our neighbourhoods’ teams to 
ensure works can be completed safely and in extreme and repeated 
circumstances we will apply our Unacceptable Behaviour Procedures. 
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APPENDIX A 

CONTRACTOR ACCESS PROTOCOL 

LARGE INVESTMENT, INSTALLATION AND SERVICING 
PROGRAMMES 

This protocol applies to the personnel of all our contractors and where 
applicable sub-contractors of the main contractor. 

Selwood Housing’s responsibilities 

• We will ensure the customer will know when works are commencing 
and what they need to do to enable access for the works. 

• We will ensure the customer knows the name of your company and 
what work will be done. 

• We will provide you with a contact name and number of relevant 
staff should you encounter issues.  This will include: 
 
1 Contract manager 
2 Customer liaison coordinator (if relevant) 
3 Planner 

Your responsibilities 

• You will provide us with a list of all personnel who will be working on 
the project to include: 
1 Name 
2 Job title 
3 Qualifications  
4 DBS Details 
 

All your employees and sub-contractors will carry a company identification 
card / badge which should be issued to them by you. They must show this 
to our customers immediately, in line with our Contractor Code of 
Conduct.   

 
The identity card issued by you must include: 
 

1 Photograph of Operative. 
2 Operative’s name. 
3 Contractor’s name, logo, address and telephone number. 
4 Employer’s log. 
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5 Expiry date of card (which shall not be beyond the expiry date 
of the Contract, if applicable). 

6 Unique reference number. 
 

All your employees and sub-contractors must wear appropriate, liveried 
workwear in line with our Contractor Code of Conduct, as well as the 
appropriate PPE for the job they are there to do. 

Do not enter a property where the customer or other adult is not present 
and those in the home are under the age of 18. 

When experiencing no access 

• Where a customer is not at the property you should inform Selwood 
Housing immediately through the process agreed at contract 
implementation 

• Where a customer refuses access for works you should, if possible, 
ask the reason for the refusal and inform Selwood Housing through 
the process agreed at contract implementation. 

Customer dispute 

• Where there is a dispute with the customer you are asked to follow 
the Contractor Code of Conduct and then contact the contract 
manager or customer liaison coordinator immediately. 
 

• Where a customer asks you to leave you are expected to: 
 

1 Make the site safe to leave. 
2 Contact Selwood immediately 

 

 

 


