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Setting the standards of your contractors



midland ,
Welcome v

We are passionate about high quality services and real value for money. We provide a range of services
for many of our customers helping them to keep their shared gardens, open spaces, internal areas and
external areas clean and tidy.

|l tds very important that our pNebgveworkded &ith ok customaraito develp theeaspgkcifipagion

our contractors, depending on the type of work this might and service standards whilst a core team of contractors to deliver

be through regular visits or as and when required or Environmental Services includingGrounds Maintenance

seasonally.You may be paying a service charge for the Communal Cleaning and Window Cleaning services.

regular maintenance of your property. Your service charge

will cover a variety of spaces in both the communal areas Our contractors are local and family run businesses, social

and outside the property. enterprises and national organisations.

Ensuring quality whilst maintaining value for money has This guide explains the services covered by our service charges

always been a key priority for us. We work with the very and how we monitor service performances.

best contractors to ensure affordable rates, quality of work

and a high level of Health and Safety standards. Pleasenote, if you're in a retirement living or supported living
home please speak to your local site manager for contract
specifications.
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Local Services for our customers

We asked you what you wanted from your services. You told us you wanted local
people providing high quality services. We listened and have procured the
services of a variety of local contractors

How does this affect me?

This will allow you to experience an improved service of maintenance
from us. Wehave spent a lot of time ensuring we only provide the best
for our customers and your feedback has been paving the way for some
exciting changes across our services!

A Any issues will need to be reported to our Customer Hub, seethe
contact us page for details.

A All contractors will be wearing ID badges and will drive vans with the
Midland Heart Logo

A Environmental services will be delivered throughout the year, with the
main maintenance being delivered between March and October.

A we hold regular meetings with the contractors to monitor their
performance and discuss ways in which we can make a difference
within our neighbourhoods.
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Employing Local Labour

We encourage our contractors to employ people who live close to the place of
work. Helping our customers to thrive and achieve the best for their
communities. We feel its really important to involve our customers in what we do.
We are currently recruiting customers to be part of our estate champion
programme to help us improve our services.

We now have customers acting as Estate Champions

These arevolunteers working with us to monitor the communal
service and report any issues with their neighbourhoods. They

carry out monthly inspections to confirm the service has been

provided and meets the specification.

We give training and support to customers who volunteer as Estate
Champions.

If you are interest in becoming an Estate Champion or want to find
out more, contact our Customer scrutiny team
Customerscutiny@midlandheart.org.uk
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Keeping up standards

We have 5 main areaswhere we manage our services

Shared garden and _
Places we live
Open Spaces

@ External windows
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The purpose of this guide is to help customers, staff and
contractors judge the quality of environmental services
contracts by providing picture examples of what
constitutes a Pass or Fail. These are then used as part of
our contractor meeting and key performance indicators.

We encourage our customers to use this guide to assess
the services in your area against the specification we
expect contracts to deliver.

Environmental Services. Setting the standards of your contractors



midland ’

h 4

Shared Gardens and Open Spaces

This sectionwill take you through external areas and the
classification for each. This will include all areas of maintenance

you might expect to find outside your home, from grass and
hedge cutting, to litter collection.


























































