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1. DEFINITIONS 

1.1 Terms used in this Schedule 29 (Corporate Asset Management Service 

Information) shall have the meaning given to them in clause 1 of this 

Agreement (Definitions and Interpretation) and if not defined in clause 1 

of this Agreement shall have the meanings given to them in this 

paragraph 1.1. 

In this Schedule 29 (Corporate Asset Management Service Information), 

unless otherwise stated, references to “paragraph” and “Parts” shall be to 

paragraphs or Parts of this Schedule 29 (Corporate Asset Management 

Service Information). 

1.2 The following terms shall have the following meanings in this Schedule 

29 

“ABEng” Associate of the Association of Building 

Engineers; 

“Allotment 

Management” 

the services described in paragraph 3.2.4 of this 

Schedule; 

“Allotment 

Strategy” 

the Council policy on the Council owned 

allotments; 

“AMP” the Asset Management Plan; 

“Asset Register” the record of Council owned land or property 

which is managed and maintained by the 

Corporate Asset Management Service; 

“BREEAM” the BRE Environmental Assessment Method; 

“Building Control” the Council’s partnership with East Lindsey 

District Council (LINCS Building Consultancy) or 

where appropriate a similar or equivalent 

organisation; 

“Building 

Maintenance Unit” 

the unit within the Asset Management Service 

which has primary responsibility for the building 

work; 

“Business Centre 

Portfolio Service” 

the services set out in this Schedule 29 

(Corporate Asset Management Service 

Information); 

“Capital the strategy which shows how the Council’s 
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Investment 

Strategy” 

capital programme is formulated and designed 

including the identification of issues and options 

and how the resources within the Council’s 

capital programme will be managed; 

“Capital Works” the works associated with the delivery of the 

Council’s capital programme; 

“Care Trust Plus” the North East Lincolnshire Care Trust Plus; 

“CDM” the Construction (Design and Management) 

Regulations 2007; 

“CDM Co-ordinator 

Services” 

the services set out in paragraph 3.2.22 of 

Schedule 30 (Architects); 

“CIBSE” the Chartered Institute of Building Services 

Engineers; 

“Cleethorpes IDP” the Cleethorpes Integrated Development Plan; 

“Clerk of Works 

Services” 

the services set out in paragraph 3.2.16 of 

Schedule 30 (Architects); 

“Commercial 

Property Portfolio” 

the properties which are managed and leased (or 

licensed) out at market rental or fee levels; 

“CAMP” 

 

the document the Partner(s) shall be required to 

produce that details existing asset management 

arrangements and outcomes and planned action 

to improve corporate asset use; 

“Corporate Asset 

Management 

Service” 

the services set out in this Schedule 29 

(Corporate Asset Management Service 

Information); 

“Corporate Safety 

Standard for the 

Management & 

Control of 

Asbestos” 

the Council’s standard for the management of 

asbestos containing materials within its property 

portfolio; 

“Council Contract 

Procedure Rules” 

the rules set out in Schedule 3 (Delegation 

Protocol); 

 

“Council’s Capital the programme of works associated with the 
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Programme“ delivery of the Council’s capital budget for 

building construction projects; 

“Contract 

Procedure Rules” 

or “CPR” 

the Contract Procedure Rules in force from time 

to time - the Council’s procedures for ensuring 

procurement regulations are adhered to; 

“CSF” Critical Success Factor; 

“DDA” the Disability Discrimination Act 1995; 

“Directorate Asset 

Management 

Plans” 

the plan for each department within the Council 

contained in the CAMP; 

“ERA” the Economic Regeneration Agency; 

“Estates and 

Valuation Service” 

the estates and valuation service as described in 

this Schedule 29 (Corporate Asset Management 

Service Information); 

“Facilities 

Management 

Service” 

the service set out in paragraph 3.2.13 of this 

Schedule 29 (Corporate Asset Management 

Service Information); 

“ICW” the Institute of Clerk of Works of Great Britain; 

“IDeA” the Improvement and Development Agency 

which is a government agency; 

“IEE” the Institute of Electrical Engineers; 

“IENG” an Incorporated Engineer; 

“IPF” the Institute of Public Finance; 

“LI” the Landscape Institute; 

“LPPI” the Local Property Performance Indicator; 

“Maintenance” any maintenance, upkeep, repair, replacement or 

renewal of any part of any building on site 

including Plant or equipment in accordance with 

the service availability and response times as set 

out in the Council’s required response times as 

set out in this Schedule, Best Industry Practice 

and any applicable legislation, including Plant or 

equipment and “Maintain” shall be construed 
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accordingly; 

“Markets Service” the services set out in paragraph 3.2.41 of this 

Schedule 29 (Corporate Asset Management 

Service Information); 

“New Horizons” the Council’s Regenerations Strategy, 2006 - 

2022; 

“N.P.I.” the Normalised Energy Performance Indicators; 

“NPPI” the National Property Performance Indicator; 

“Operational 

Facilities 

Management” 

the process by which premises and services 

required to support core business; activities are 

identified, specified, procured  and  delivered; 

“Planned 

Maintenance” 

means the planned maintenance as referred to in 

the Planned Preventative Maintenance 

Programme; 

“Planned 

Preventative 

Maintenance 

Programme” 

the programme prepared by the Council to carry 

out planned preventive maintenance 

requirements on all properties where the Council 

acts as owner, tenant or landlord; 

“Plant” the infrastructure, buildings, fixed and 

immovable equipment and systems installed 

pursuant to the Building Contract (excluding 

equipment) as replaced from time to time; 

“Reactive 

Maintenance” 

the maintenance undertaken by the Partner to 

repair a fault; 

“RIBA” Royal Institute of British Architects; 

“RICS“ Royal Institution of Chartered Surveyors; 

“Terrier” 

 

the services described in paragraph 3.2.5 of 

this Schedule 29 (Corporate Asset Management 

Service Information); 

“Yorkshire 

Forward” 

The Regional Development Agency (RDA) 

covering the Humber sub-region which includes 

the borough of North East Lincolnshire; 
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1.3 Where the words “customer” or “client” are used in this Asset 

Management Schedule then this shall also be deemed to include the 

Council. 

2. OVERVIEW OF THE SERVICE 

2.1 Outcomes 

In delivering the Asset Management Service, the Partner shall deliver the 

following outcomes and performance standards:  

Service Quality and Value for Money 

 improve the Council’s management of its property assets in 

order to improve its rating for Asset Management under the 

annual Use of Resources judgement; 

 improve the utilisation, quality and suitability of Council office 

accommodation by delivering, on behalf of the Council, a 

programme of rationalisation; 

Economic Development 

 maintain the average occupation rates through the effective 

marketing and letting of units in Council owned Business 

Centres, industrial units and markets; 

Physical Regeneration 

 deliver an improved accommodation stock for the Council; 

 improve the suitability of Council Buildings for delivering high 

quality Services; 

Safe and Secure Communities 

In delivering the Asset Management Service, the Partner shall align its 

delivery with the following Outcomes: 

 provide better public service provision by improved property 

and co-location services; 

 achieve a safe, secure and sustainable working environment 

for Council staff, residents and service users; 

 subject to clause 21 of this Agreement, ensure compliance 

with the Disability Discrimination Act for the remainder of the 

Term; and 
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System 

Name 

Function Licensed / 

Owned 

based holdings record 

Clear 

Advantage 

Allotment 

System 

The Allotment Management System Council 

SQL 

Enterprise 

Manager 

Data extraction and query writing Council 

Crystal 

reports 10 

Report writing Council 

GIS (Terrier, 

plan 

production) 

Geographical Information System 

(GeoExplorer & MapInfo) 

Council 

AutoCad Property floor plans and site plans Council 

Symphony 

NLPG 

Local land & property gazetteer Council 

Terrarius 

Assets 

Asset Register Council 

NBS Specification Council 

TEAM Energy Council 

AUTOCAD Design Council 

MICROSOFT 

LICENCES 

General Council 

MASTERBILL QS Council 

TRIBAL Property Management data base Council 

SCMS Procurement / Standing Lists Council 

 
 
4.2 The above systems satisfy all current service needs but are not a 

mandatory ongoing requirement.  The Partner may seek to improve the 
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Corporate Asset Management Service and, subject to the agreed 

governance rules and the prior written agreement of the Council, make 

its own investment decisions in order to meet its output targets.  

4.3 The Partner shall provide the following systems: 

System 

Name 

Function Licensed / 

Owned 

Maximo Works Order Management for 

Property Services 

Licensed to 

Balfour Beatty 

Workplace 

 

4.4 The Partner will create an interface between Tribal APD and Maximo in 

order to transfer appropriate data about works carried out on individual 

properties into the Council’s Tribal system. 

4.5 The Partner shall comply with its obligations in respect of systems, as set 

out in clause 11.10. 

5. SERVICE VOLUMES 

5.1 Estates & Valuation Service Volumes 

For volumes in relation to the Estates and Valuation Service which are 

within the scope of this Schedule 29 (Corporate Asset Management 

Service Information) see Schedule 14 (Pricing). 

5.2 Building Surveyors Services Volumes 

For volumes in relation to the Building Surveyors Service which are 

within the scope of this Schedule 29 (Corporate Asset Management 

Service Information) see Schedule 14 (Pricing). 

5.3 Property Services Volumes 

For volumes in relation to the Property Service which are within the 

scope of this Schedule 29 (Corporate Asset Management Service 

Information) see Schedule 14 (Pricing). 

6. PERFORMANCE 

6.1 The Partner’s performance in respect of the Corporate Asset Management 

Service is measured against a selection of appropriate national or local 

performance indicators contained in the CAMP 2009-12. The indicators 

covered include: 
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 Condition and required maintenance; 

 Environmental property issues; 

 Accessibility/suitability; 

 Sufficiency; 

 Utilisation; and 

 Spend. 

6.2 The Partner shall be responsible for collecting, submitting, commenting 

on, analysing and reporting all performance data and producing all 

relevant Performance Indicators. 

6.3 The performance of the Partner shall be measured against selection of 

appropriate statutory, national or local performance indicators.  

6.4 The Partner shall be responsible for collecting, submitting, commenting 

on, analysing and reporting all performance data and producing all 

relevant Performance Indicators. 

6.5 The Partner shall be required to monitor and report on the Key 

Performance Indicators and Performance Indicators contained in 

Appendix 1. 

6.6 Service Standards 

In the absence of any specification or code of practice referred to above, 

all Plant and materials used or specified, and all workmanship specified 

or executed, shall be in accordance with any specification or code of 

practice issued by the British Standards Institution, or equivalent national 

standards of another member state of the European Union, or equivalent 

international standards recognised in the United Kingdom. 

7. Legislation and Policy 

7.1 The Partner, in carrying out the Corporate Asset Management Service, 

shall comply with its obligations in clauses 6.2.5 (Services – General 

Provisions) and 76 (Laws, Policies and Related Matters) of this 

Agreement.  

7.2 The parties agree that the following list of legislation is of particular 

relevance to the Corporate Asset Management Service. 

7.2.1 Health & Safety 
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7.2.1.1 Health & Safety at Work, Act 1974; 

7.2.1.2 Management of Health & Safety at Work 

Regulations 1999; 

7.2.1.3 The Workplace (Health, Safety and Welfare) 

Regulations 1992; 

7.2.1.4 Health & Safety (Safety Signs and Signals) 

Regulations 1996; 

7.2.1.5 Control of Substances Hazardous to Health 

Regulations 2002; 

7.2.1.6 Reporting of Injuries, Diseases and Dangerous 

Occurrences Regulations 1995; 

7.2.1.7 The Health and Safety (Display Screen Equipment) 

Regulations 1992;  

7.2.1.8 Provision and Use of Work Equipment Regulations 

1998; and 

7.2.1.9 Work at Height Regulations 2005 and 

(Amendment) Regulations 2007. 

7.2.2 Fire Precautions 

7.2.2.1 Regulatory Reform (Fire Safety) Order 2005; 

7.2.2.2 Fire Precautions Act 1971; 

7.2.2.3 Fire Precautions (Workplace) Regulations 1997; 

and 

7.2.2.4 Fire Precautions (Factories, Offices, Shops and 

Railway Premises) Order 1989. 

7.2.3 Construction 

7.2.3.1 Control of Asbestos at Work Regulations 2004; 

7.2.3.2 The Asbestos (Licensing) Regulations 1983; 

7.2.3.3 Asbestos (Prohibitions) Regulations 1992; 

7.2.3.4 Construction (Design Management) Regulations 

1994; 
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7.2.3.5 Construction (Health, Safety and Welfare) 

Regulations 1996; 

7.2.3.6 Building Regulations 2000; 

7.2.3.7 BREEAM; and 

7.2.3.8 BRE Digest Reports 

7.2.4 Premises 

7.2.4.1 Data Protection Act 1998; 

7.2.4.2 Supply of Goods and Services Act 1982; 

7.2.4.3 Disability Discrimination Act 1995 and 2005; 

7.2.4.4 Party Wall Act 1996; 

7.2.4.5 Occupiers Liability Act 1957 and 1984; 

7.2.4.6 Gas Safety (Installation and Use) Regulations 

1998; and 

7.2.4.7 Electricity at Work Regulations 1989. 

7.2.5 Property 

7.2.5.1 Landlord and Tenant Act 1954; 

7.2.5.2 Law of Property Act 1925; 

7.2.5.3 The Town and Country Planning Act 1990; and 

7.2.5.4 North East Lincolnshire Council’s policies. 

 

7.2.6 Estates and Valuation 

7.2.6.1 Landlord and Tenant Act 1954; 

7.2.6.2 Local Government Act; 

7.2.6.3 RICS Code of Conduct; 

7.2.6.4 RICS Red Book; 

7.2.6.5 Housing Act; 
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7.2.6.6 Compulsory Purchase Act; 

7.2.6.7 Commonhold and Leasehold Reform Act 2005; 

7.2.6.8 Town and Country Planning Act; and 

7.2.6.9 Customer First Accreditation re Business Centres. 

8. Service Availability and Response Times 

8.1 The Partner will operate within the corporate customer services standard 

which sets out response times for letters, phone calls, faxes, and other 

communications and the Partner shall comply with such standard. 

8.2 In addition the service availability and response times with which the 

Partner shall also comply in respect of the Corporate Asset Management 

Service are set out in the table below: 

 
Priority A - Emergency Response 

Advice on all emergencies will be immediate.  

Partner attendance to the site will be as 

follows:  

 attendance within 4 hours within 

working day 

 attendance within 1-2 hours outside 

working hours 

EXAMPLES INCLUDE: - 
 
Risk to life or substantial damage to 
property  
Smell of gas  
Major structure/damage, including ceiling 
collapse  

Priority B – Same Day Response 

0830-1700 Mon to Thurs,  

0830-1630 Fri 

 

Major loss of power supply  
Total loss of heating in building 
Major water leak or flood resulting in 
immediate damage to structure, services 
or equipment   
Major loss of building security  
Main drainage blockage 

Priority C - Respond within 24 hours during 

normal working hours 

0830-1700 Monday to Thursday, 0830-1630 

Friday 

Internal lighting faults where accessible 
and area available  
Partial loss of heating  
Loss of hot water  
Loss of drinking water  
Partial loss of power to room or area  
Dangerous paving  
Minor internal plumbing leaks  
Blocked urinal  
Overflow pipe discharging  
Blocked toilet 
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Terrier maps (paper/GIS) 

Legislative testing (paper)  

On Site Safety Log 

Kept by Building Manager 
indefinite 
 

Deeds 

Completion Statements 

Valuation Reports 

PI Audit Trail 

Kept by Legal 
Indefinite 
Indefinite 
Min 3 years 

Performance Indicators 3yrs 

Planning Application 12 years 

As built drawings 12 years 

Construction / design specifications 12 years 

Asbestos records 10 years for report / surveys / 
sampling. 
40 years for anything 
medically related. 

Financial records 12 years 

 
10. INTERFACES AND THE ROLE OF THE COUNCIL 

10.1 The Partner shall interface with the Council in accordance with clause 

34A (Council supplied services), Schedule 26 (Interfaces) and this 

Schedule 29 (Corporate Asset Management Service). 
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APPENDIX 1 

PART 1 – CORPORATE ASSET MANAGEMENT PERFORMANCE INFORMATION KPIS AND PIS 

The following table sets out performance levels that relate to the Corporate Asset Management Service as set out in this Schedule 27, which 
the Partner shall achieve in each year of the Agreement. The definitions of measurement for each of the PIs and KPIs are set out in Part 2 of 
this appendix 1. 
 
 
Ref Old ref Short 

description 
Year 1  Year 2 Year 3 Year 4 Year 5 Year 6 Year 7 Year 8 Year 9 Year 

10 
Year 
11 

 Additional The % of 
Markets units 
that are 
occupied  

>90% >90% >90% >90% >90% >90% >90% >90% >90% >90% >90% 

 Additional The % of 
Council-owned 
Business 
Centre units 
that are 
occupied  

>75% >80% >85% >90% >90% >90% >90% >90% >90% >90% >90% 

 Additional The % of 
Council-owned 
Factory units 
that are 
occupied  

>80% >85% >90% >90% >90% >90% >90% >90% >90% >80% >80% 

 Additional Rental Arrears 
outstanding on 
Market Units as 
a percentage 
of the gross 
debit 

<2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% 

 Additional Rental Arrears 
outstanding on 
Business 
Centre Units as 
a percentage 
of the gross 
debit 

<2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% 

 Additional Rental Arrears <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% <2.5% 
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outstanding on 
Factory Units 
as a 
percentage of 
the gross debit 

 VE04 Assess all rent 
reviews 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 VE05 Assess all lease 
renewals 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 VE06 Final accounts 
and asset 
valuations 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 VE02 Rental Arrears  
- percentage of 
outstanding 
accounts over 
60 days passed 
to Legal or 
Debt Recovery 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 MO2 Rental Arrears 
(Markets) - 
percentage of 
outstanding 
accounts over 
60 days passed 
to Legal or 
Debt Recovery  

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 BC02 Rental Arrears 
(Business 
Centres) - 
percentage of 
outstanding 
accounts over 
60 days passed 
to Legal or 
Debt Recovery  

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 Additional Rating for 
Asset 
Management 
under the 
annual Use of 
Resources 
judgement or 

Level 3 Level 3 Level 4 Level 4 Level 4 Level 4 Level 4 Level 4 Level 4 Level 4 Level 4 
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its equivalent 
in the CAA 

 PMI 1A % GIA in 
condition 
categories A to 
D (schools, 
other land & 
buildings, 
community 
asset) 

A 3.8% 
B 85% 
C 11.2% 
D 0% 

A 3.8% 
B 85% 
C 11.2% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

A 3.8% 
B 91.2% 
C 5% 
D 0% 

 PMI 3A Percentage of 
portfolio by 
GIA that has 
had a 
suitability 
survey within 5 
years 

90% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 PMI 3C Percentage of 
properties 
graded as 
Good or 
Satisfactory 

55% 60% 60% 65% 70% 75% 80% 85% 90% 90% 90% 

 PMI 4A % portfolio by 
GIA with 
Access Audit 
completed 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 PMI 4C % portfolio by 
GIA with 
Accessibility 
Plan in place 

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 PMI 5B1 Average office 
floor space per 
number of staff 
in office based 
teams (NIA per 
FTE) 

10m2 10m2 9m2 9m2 9m2 7m2 7m2 7m2 7m2 7m2 7m2 

 PMI 2A Total energy 
consumption 
per m2  

174 kWh 164 kWh 154kWh 154kwh 154kwh 150kwh 150kwh 150kwh 150kwh 150kwh 150kwh 

 PMI 2B Total water 
consumption 
m3 compared 

0.55m3 0.55m3 0.54m3 0.54m3 0.54m3 0.54m3 0.54m3 0.54m3 0.54m3 0.54m3 0.54m3 
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to per m2  

 PMI 2C CO2 emissions 
per m2 by 
property 
category  

50kg 50kg 50kg 50kg 50kg 50kg 50kg 50kg 50kg 50kg 50kg 

 Additional % of Priority 
A(ie urgent) 
repairs calls 
responded to 
within 
response times 
set out in 
operational 
Service 
Standards  

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 Additional % of all (non-
urgent) Priority 
B to F repairs 
calls responded 
to within 
response times 
set out in 
operational 
Service 
Standards  

95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 

 Additional % of calls to 
FM answered 
by a human 
within 30 
seconds  

95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 95% 

 Additional Percentage of 
customers 
satisfied with 
the Asset 
Management / 
Facilities 
Management 
service  

85% 85% 85% 85% 85% 85% 85% 85% 85% 85% 85% 
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Other Performance Information 
The following table sets out PIs which the Partner shall report to the Council and 
the frequency of the reporting. The definition of measurement of the PIs are set 
out in Part 2. 
 
 
Ref Short description Frequency  
 Backlog of maintenance costs in priorities 1 - 3 Annual 

 Annual % change to required maintenance figure over previous year. Annual 

 Total spend on R&M, total spend per meter GIA, split planned (P) & 
responsive (R) maintenance 

Annual 

 Number of properties with suitability survey within 5 years Annual 

 i) % of properties graded as good or satisfactory 
ii) % of properties for which grading has improved since the last survey. 

Annual 

 Number of properties with Access Audit completed Annual 

 Number of properties with Accessibility Plan in place Annual 

 a) Operational office property as a % of the total portfolio  
b) Office space per head of population 

Annual 

 Office space as a % of total floor space in operational office buildings using 
NOS to NIA 

Annual 

 a) The number of office or operational building shared with other public 
agencies. 
b) The % of office or operational buildings shared with public agencies. 

Annual 

 Average floor space (NIA) per workstation (not FTE) Annual 

 Annual property cost per workstation (Not FTE) Annual 

 Gross property (Revenue) costs of the operational estate as a % of the Gross 
Revenue budget. 

Annual 

 Gross property costs per m2 GIA by CIPFA categories/types:  
Schools 
Operational Buildings 
Community Assets 
Non-operational 

Annual 
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Part 2: Definitions of Performance Indicators 
 
 
Where appropriate in the following two tables of definitions a PI or KPI may be 
defined by reference to the definition of a national PI. In such cases the definition 
for use in all parts of this Agreement will change from time to time as the national 
definition changes.  
 
Ref Short description Definition  
 The % of Markets units 

that are occupied  
The % of units within the market that are occupied 
as an average across the year. 

 
The % of Council-owned 
Business Centre units 
that are occupied  

The % of business centre units that are occupied 
across the Council’s business centre portfolio 
(calculated as the average of the average annual 
occupation rates for each of the business centres) 

 
The % of Council-owned 
Factory units that are 
occupied  

The % of factory units that are occupied across the 
Council’s factory unit portfolio (calculated as the 
average of the average annual occupation rates for 
each of the factory units) 

 Rental Arrears 
outstanding on Market 
Units as a percentage of 
the gross debit 

The £s value of rental payments not paid on the due 
date as a % of the total £s value of rental payments 
due in the period  

 Rental Arrears 
outstanding on Business 
Centre Units as a 
percentage of the gross 
debit 

The £s value of rental payments not paid on the due 
date as a % of the total £s value of rental payments 
due in the period 

 Rental Arrears 
outstanding on Factory 
Units as a percentage of 
the gross debit 

The £s value of rental payments not made on the 
due date as a % of the total £s value of rental 
payments due in the period 

 Assess all rent reviews % of Tenanted Non-Residential Property where the 
Partner carries out an assessment of whether it 
would beneficial to initiate a rent review, as and 
when a rent review is due under the terms of the 
lease/licence 

 Assess all lease 
renewals 

% of Tenanted Non-Residential Property where the 
Partner carries out an assessment of the need to 
renew a lease as and when the renewal is due under 
the terms of the lease/licence 

 Final accounts and asset 
valuations 

The final accounts and asset valuations required by 
the Council’s Section 151 officer from the Partner’s 
Estate and Valuations service in order to prepare 
the Council’s accounts. 

 Rental Arrears  - 
percentage of 
outstanding accounts 
over 60 days passed to 
Legal or Debt Recovery 

The % of accounts which are outstanding after 60 
which are passed by the Partner to the Council’s 
Legal or Debt Recovery services 

 Rental Arrears The % of accounts which are outstanding after 60 
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Ref Short description Definition  
(Markets) - percentage 
of outstanding accounts 
over 60 days passed to 
Legal or Debt Recovery  

which are passed by the Partner to the Council’s 
Legal or Debt Recovery services 

 Rental Arrears 
(Business Centres) - 
percentage of 
outstanding accounts 
over 60 days passed to 
Legal or Debt Recovery  

The % of accounts which are outstanding after 60 
which are passed by the Partner to the Council’s 
Legal or Debt Recovery services 

 Rating for Asset 
Management under the 
annual Use of Resources 
judgement or its 
equivalent in the CAA 

The rating of the Council’s approach to Asset 
Management as assessed by the Audit Commission 
through the Annual Use of Resources 

 % GIA in condition 
categories A to D 
(schools, other land & 
buildings, community 
asset) 

% Gross internal floor-space in condition categories 
A-D 
 

 Percentage of portfolio 
by GIA that has had a 
suitability survey within 
5 years 

To be reported for all operational buildings 
(excluding Schools) occupied by the Council, which 
deliver a service to the public. 
 
Definition of suitability categories:- 

 Good: Performing well and operating 
efficiently (supports needs of staff and 
delivery of services) 

 Satisfactory: Performing well but with minor 
problems (Generally supports needs of staff 
and delivery of services) 

 Poor: Showing major problems and or not 
operating optimally (impedes the 
performance of staff and or delivery of 
services) 

 Unsuitable: Does not support the delivery of 
services (seriously impedes the delivery of 
services) 

 

 Percentage of properties 
graded as Good or 
Satisfactory 

To be reported for all operational buildings 
(excluding Schools) occupied by the Council, which 
deliver a service to the public. 
Definition of suitability categories:- 

 Good: Performing well and operating 
efficiently (supports needs of staff and 
delivery of services) 

 Satisfactory: Performing well but with minor 
problems (Generally supports needs of staff 
and delivery of services) 

 

 % portfolio by GIA with 
Access Audit completed 

Access Audit is defined as “an examination of a 
building its facilities or services reported on against 
pre-determined criteria to assess its ease of use by 
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Ref Short description Definition  
disabled people”.  

 To be reported for Operational Properties 
excluding Schools. 

To be reported for Council buildings, from which a 
service is provided and which are open to the 
public. 

 % portfolio by GIA with 
Accessibility Plan in 
place 

Accessibility Plan is defined as “observations 
following Access Audits which can be used to 
identify the actions to be undertaken.” 

 To be reported for Operational Properties 
excluding Schools. 

To be reported for Council buildings, from which a 
service is provided and which are open to the 
public. 

 Average office floor 
space per number of 
staff in office based 
teams (NIA per FTE) 

RICS Code of Measurement to be used in calculating 
GIA and NIA  
 
The staff number includes all members of office 
based teams which are located at the building. 
 

 Total energy 
consumption per m2 

To be reported for all operational buildings occupied 
by the Council, including schools, (excluding 
housing / dwellings). 
 
Energy Costs Consumption (gas, electricity, oil, solid 
fuel) – to be reported by property category in £ 
spend per m2 GIA and by kWh per m2 GIA. 

 

 Total water 
consumption per m2 

To be reported for all operational buildings occupied 
by the Council, including schools, (excluding 
housing / dwellings). 
 
Water costs/consumption– to be reported by 
property category in £ spend per m2 GIA and by 
volume m3 per m2 GIA. 
 

 CO2 emissions per m2 
by property category 

To be reported for all operational buildings occupied 
by the Council, including schools, (excluding 
housing / dwellings). 
 CO2 Emissions – to be reported by property 

category in tonnes of carbon dioxide per 

m2 GIA. 

 CO2 emissions data will fit with the UK’s 

Climate Change Programme targets. 

 % of Priority A (ie 
emergency) repairs calls 
responded to within 
response times set out 
in operational Service 

The % of repair calls where the location of the 
reported fault is attended by the Partner’s Personnel 
within the time period specified in 8.2. for Priority A 
repairs. 
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Ref Short description Definition  
Standards  

 % of all repairs calls 
responded to within 
response times set out 
in operational Service 
Standards  

The % of repair calls where the location of the 
reported fault is attended by the Partner’s Personnel 
within the time period specified in 8.2 for Priority B 
to F as appropriate. 

 

% of calls to FM 
answered by a human 
within 30 seconds 

% of call answers with 30 seconds by Direct Dial 
(DDI) extensions (Handled calls: measured from the 
point the call enters the call handling system until 
the call is answered by a human during working 
hours)  

 Percentage of 
customers satisfied with 
the Asset Management / 
Facilities Management 
service 

The proportion of customers who report being 
satisfied or very satisfied with the Facilities 
Management service following a call to the FM 
service 

 
 

Definitions for Other Performance Information 
Ref Short description Definition  
 Backlog of maintenance 

costs in priorities 1 - 3 

Required maintenance by cost expressed: 
i) as total cost in priority levels 1-3 
ii) as a % in priority levels 1 – 3 
 
Include all Freehold and Leasehold property where 
the Council has a direct repairing obligation. 
 
To be reported by the following categories 

 Schools 
 Other Land and buildings (see separate 

definitions) 
 Community Assets including parks. open 

spaces, cemeteries and crematoria (land) 
and external works of (‘community’) art. 

 Non-Operational (if applicable) 
 

Floor space to be calculated as the gross internal 
area (GIA) in accordance with the RICS Code of 
Measuring Practice 

 Annual % change to 
required maintenance 
figure over previous 
year. 

Annual percentage change to total required 
maintenance figure over previous year. Required 
maintenance is defined as “The cost to bring the 
property from its present state up to the state 
reasonably required by the Council to deliver the 
service and/or to meet statutory or contract 
obligations and maintain it at the standard”. This 
should exclude improvement projects but include 
works necessary to comply with new legislation e.g. 
asbestos and legionella. 

 Total spend on R&M, 
total spend per meter 

The total spend on repair and maintenance in 
previous financial year 
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Ref Short description Definition  
GIA, split planned (P) & 
responsive (R) 
maintenance 

ii) total spend on repair and maintenance per 
square metre GIA 
iii) Percentage split of total spend on maintenance 
between planned and reactive maintenance 
 
Include all Freehold and Leasehold property where 
the Council has a direct repairing obligation. 
 
To be reported by the following categories 

 Schools 
 Other Land and buildings (see separate 

definitions) 
 Community Assets including parks. open 

spaces, cemeteries and crematoria (land) 
and external works of (‘community’) art. 

 Non-Operational (if applicable) 
 
Floor space to be calculated as the gross internal 
area (GIA) in accordance with the RICS Code of 
Measuring Practice. Spend on Maintenance covers 
the total repair and maintenance programme 
(reactive and planned) including any associated fees 
for the work. It should also include any capital 
spending on repair and maintenance. 
 

 Number of properties 
with Access Audit 
completed 

Access Audit is defined as “an examination of a 
building its facilities or services reported on against 
pre-determined criteria to assess its ease of use by 
disabled people”.  
 
To be reported for Operational Properties excluding 
Schools. 
 
To be reported for Council buildings, from which a 
service is provided and which are open to the 
public. 
 

 

 Number of properties 
with Accessibility Plan in 
place 

Accessibility Plan is defined as “observations 
following Access Audits which can be used to 
identify the actions to be undertaken.” 

To be reported for Operational Properties excluding 
Schools. 
 
To be reported for Council buildings, from which a 
service is provided and which are open to the 
public. 

 

 a) Operational office 
property as a % of the 
total portfolio  
b) Office space per head 
of population 

All calculations of space based on GIA 
 
Utilisation measures the extent to which available 
space (capacity) is in use. 
 
The total operational portfolio area is the amount of 
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Ref Short description Definition  
space occupied by the Council classified as 
‘operational assets’ under the CIPFA accounting 
code guidance. 
 
RICS Code of Measurement to be used in calculating 
GIA and NIA  
 
The population of the area is that shown in the most 
recent figures available from the Office of National 
Statistics 
 
 
Include areas of a building that are leased but 
exclude whole buildings which are leased.  

 

 Office space as a % of 
total floor space in 
operational office 
buildings using NOS to 
NIA 

 
Net office space (NOS) excludes primary circulation 
areas, civic areas and meeting rooms, receptions, 
canteen facilities and basement storage. Net office 
space includes break out areas, informal meeting 
areas, communal meeting rooms and areas, training 
rooms, and office space used as storage. First Aid 
rooms, areas for office equipment (printers, copiers, 
servers, etc.) should be included if they are located 
in space that would otherwise be used for office 
accommodation. If they are not located in space 
which could be used as office accommodation, 
exclude them from the calculations. 

 

 a) The number of office 
or operational building 
shared with other public 
agencies. 
b) The % of office or 
operational buildings 
shared with public 
agencies. 

All calculations of space based on GIA 
 
Utilisation measures the extent to which available 
space (capacity) is in use. 
 
The total operational portfolio area is the amount of 
space occupied by the Council classified as 
‘operational assets’ under the CIPFA accounting 
code guidance. 
 
RICS Code of Measurement to be used in calculating 
GIA and NIA  
 

 Average floor space 
(NIA) per workstation 
(not FTE) 

A workstation is defined as “any location set up 
principally to provide a workspace for use by one 
person at a time” 
 

 

 Annual property cost 
per workstation (Not 
FTE) 

A workstation is defined as “any location set up 
principally to provide a workspace for use by one 
person at a time” 
 
Property costs should include all costs associated 
with the running of property excluding all 
management costs. 
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Ref Short description Definition  
 
Included elements: 

 R&M (inc. Furniture and fittings where 
funded by maintenance) 

 Energy (from PMI Information) 
 Water and Sewerage (from PMI Information) 
 Grounds maintenance 
 Rents 
 Rates 
 Cleaning and domestic costs 
 Premises insurance 
 Security 
 Caretaking/Janitoring 

 
Exclude:  

 Housing 
 PFI and PPP schemes from property costs 

and floor areas 
 Capital charges 
 Notional asset rents 

 

 

 Gross property 
(Revenue) costs of the 
operational estate as a 
% of the Gross Revenue 
budget. 

Property costs should include all costs associated 
with the running of property excluding all 
management costs. 
 
Included elements: 
 R&M (inc. Furniture and fittings where funded by 

maintenance) 
 Energy (from PMI Information) 
 Water and Sewerage (from PMI Information) 
 Grounds maintenance 
 Rents 
 Rates 
 Cleaning and domestic costs 
 Premises insurance 
 Security 
 Caretaking/Janitoring 
 
Exclude:  

▬ Housing 
▬ PFI and PPP schemes from property costs 

and floor areas 
▬ Capital charges 

Notional asset rents 

 Gross property costs 
per m2 GIA by CIPFA 
categories/types:  
Schools 
Operational Buildings 
Community Assets 
Non-operational 

Property costs should include all costs associated 
with the running of property excluding all 
management costs. 
 
Included elements: 
 R&M (inc. Furniture and fittings where funded by 

maintenance) 
 Energy (from PMI Information) 
 Water and Sewerage (from PMI Information) 
 Grounds maintenance 
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Ref Short description Definition  
 Rents 
 Rates 
 Cleaning and domestic costs 
 Premises insurance 
 Security 
 Caretaking/Janitoring 
 
Exclude:  

▬ Housing 
▬ PFI and PPP schemes from property costs 

and floor areas 
▬ Capital charges 

Notional asset rents 
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APPENDIX 2 

THIS SERVICE LEVEL AGREEMENT is made the 1st day of September 2009 

        

 

BETWEEN: 

 

NORTH EAST LINCOLSHIRE BOROUGH COUNCIL and NORTH EAST 

LINCOLNSHIRE CARE TRUST PLUS  

 

1. INTRODUCTION AND BACKGROUND 

This Service Level Agreement is supplemental to The Partnership Agreement 

entered into by the Council and the Care Trust made on the (insert date of 

completion) pursuant to Section 31 of the Health Act 1999 and Section 45 of the 

Health and Social Care Act 2001  

 

It is agreed that the Council shall provide Asset Management and Facilities 

Management Services to the Care Trust subject to the provisions of this Service 

Level Agreement  

 

The provisions of this Service Level Agreement shall in any event cease to have 

effect upon the termination of the Partnership Agreement and/or the winding down of 

the Care Trust 

 

2. DEFINITIONS 

In this Service Level Agreement, save where context otherwise requires, the 

following expressions shall have the meanings hereby ascribed to them: 

 

“The Partnership Agreement” means the umbrella Agreement to which this document 

is a Schedule 

 

“The Service Level Agreement” means this document including all Schedules 

Specifications and other documents which are incorporated or referred to within 
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“The Care Trust” means the North East Lincolnshire Care Trust Plus 

 

“The Council” means the North East Lincolnshire Borough Council 

 

“The Party(ies)” means the Care Trust and/or the Council 

 

“The Service” means the Asset Management and Facilities Management Service 

provided to the Care Trust by the Council the details of which are set out in this 

Service Level Agreement 

 

“The Agents” are those staff contractors or other organisations employed by the 

Council to deliver the services as laid out in this Service Level Agreement 

 

“Service Users” means the staff and agents of the Care Trust Plus 

 

“The Specialist Services Service Level Agreement” means a separate Service Level 

Agreement agreed between The Council and The Care Trust which sits under the 

Partnership Agreement  

 

3. SERVICE LEVEL AGREEMENT TERM 

The Service Level Agreement shall commence on 1st April 2009 and continue in force 

for three years.  Subject to satisfactory performance a further three year option may 

be exercised by agreement between The Parties.  The Service Level Agreement will 

be subject to annual review at the financial year end which for the avoidance of doubt 

will be the 31 March in any year of the term. 

 

4. DESCRIPTION OF THE SERVICES 

To manage, co-ordinate monitor and ensure the delivery of the Asset Management 

and Facilities Management Services as laid out in this Service Level Agreement 

 

To provide accurate, timely and relevant information on the land and property 

holdings of the Care Trust and the Facilities Management services provided within 

those.  This will include: 

 



SLA – Asset Management & Facilities Management 

64 

a) The collection of data and statistics and maintenance of relevant data bases 

b) The preparation of reports as required by the Care Trust either periodically or 

from time to time 

c) The collection of evidence as required by statute 

d) Preparation of ERIC and PEAT annual reports as required by the Care Trust 

Board, (see Section 11 for other reports)  

e) Other information as required by the Care Trust from time to time 

 

To attend the Estates Strategy Meeting and Facilities Management Meeting to report 

on performance, answer Service Users queries and to offer professional advice on 

asset management and facilities management services also attendance at other ad 

hoc meetings as required. 

 

4.1 Asset Management Services 

Strategic Asset Management includes:  

a) the strategic management of The Care Trust’s land and property holdings, as 

set out in Schedule A to this Service Level Agreement  

b) the application and use of capital  

c) the prioritisation and use of revenue resources associated with property 

assets 

d) The development of asset strategies, policies, their implementation and 

effective Facilities Management.  

 

All actions by the Council and their Contractors will optimise the utilisation of 

resources in terms of service benefits and value for money.  

 

The services offered within this part of The Asset Management Service are: 

 

a) Providing a corporate landlord service in line with NHS Estate code 

recommended practice. 

 

b) The management and co-ordination of the project management and delivery 

of major capital works.  For such projects specific funding for project 
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management will be included in the business case being made and will be in 

addition to the fixed fee which forms part of this Service Level Agreement. 

 

c) The management of property valuation rates and the authorisation of invoices 

relating to rates.  Liaising with the District Valuer as necessary. 

 

d) The management of utilities use and costs and the authorisation of invoices 

relating to utilities.   

 

e) To ensure that all building insurances are in place and reflect any changes in 

occupation or use. 

 

f) Accurate and timely maintenance of The Care Trust’s property information and 

records and leases register within a Property Data Management Information 

System.  

 

g) Management of the Facilities Management Service, (including the NLAG FM 

SLA) to ensure a safe, secure and suitable, fit for purpose working 

environment which supports Service Users in providing a continuously 

improving service delivery. 

 

h)    Development of an action plan based upon the need to maintain buildings at 

NHS Estatecode Category B unless otherwise explicitly agreed with The Care 

Trust. 

 

i) The management of  Specialist Services Services agreements which will 

include the commissioning, management and co-ordination of Specialist 

Service Consultants.. 

 

j) Reporting periodically on agreed property performance measures, monitoring 

performance through internal and external benchmarking, Reporting  

performance to the Department if Health and the Care Trust Plus, e.g. ERIC 

Returns. 
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k) Organise systematic and regular measurement of energy use at all of the 

organisations premises (as identified in Schedule A ), utilising invoices and  

 

fuel/energy data for each site.  Use TEAM reporting module to provide detailed 

accounts of energy use.  Compare the Normalised Energy Performance 

Indicators (N.P.I.) with indices from previous years, other premises or to 

benchmarks representing target or typical energy performance. 

 

l) Alert Building Managers and Facilities Officers of sudden changes in energy 

use patterns and make recommendations for corrective action 

  

4.2 Facilities Management Services (Excluding NLAG – DPoW Campus) 

To deliver a facilities management service within The Care Trust’s land and property 

holdings.  The Facilities Management Service will include location specific services 

identified in the Service Matrix, contained in Schedule C. These will initially be 

delivered through the several contractual and other arrangements which currently 

exist. Over time and to a programme agreed with The Care Trust Plus these will be 

reviewed and consolidated to achieve economies of scale, reductions in cost and/or 

improvements in quality.  

 

The services offered within this part of The Facilities Management Service are: 

 

a) To ensure that the appropriate hard and soft Facilities Management Services 

are in place at each of The Care Trust’s land and property holdings 

 

b) Management, co-ordination and monitoring of all hard and soft Facilities 

Management services as laid out in Schedule C whether supplied by the 

Council or its contractors or agents.  

 

c) Arrange for and monitor the effectiveness of a day to day reactive service and 

emergency repairs service through a 24 hour / 365 day emergency contact 

procedure as laid out in Schedule B. 
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d) Management, co-ordination and monitoring of minor capital and revenue 

programmes of work including commissioning of revenue and capital planned 

preventative maintenance, property improvement and adaptation scheme 

programmes and feasibility studies. These to include project approval, 

authorisation, monitoring of expenditure and the reporting of project progress. 

 

e) Preparation, monitoring and management of the budgets for Facilities 

Management Services including, ordering of goods and services, authorisation 

of invoices, assisting in the preparation of service charges, apportionment of 

costs, expenditure commitment/expenditure profiling and monthly budget 

monitoring and reporting.   

 

f) Accommodation planning and churn management in accordance with strategic 

asset management plans. 

 

g) Consultation with and support and guidance to The Care Trust in the 

development of best practice management of accommodation in creating 

efficient solutions to balance building ergonomics with operational 

requirements and the needs of service users. 

 

h) Undertake a managed risk approach to all activities - incorporating legislative 

and good practice guidance including the Management of Health and Safety at 

Work Regulations 1999 and all other relevant legislation. and Department of 

Health guidance.  This to include the arrangement of necessary inspection 

and audit regimes. 

 

i) In conjunction with service managers and Service Users to provide support to 

prepare and maintain emergency and business continuity plans for The Care 

Trust’s land and property holdings. 

 

j) Support and provide the required input to best value, value for money 

developments and service reviews. 

 

5. SERVICE STANDARDS AND QUALITY ASSURANCE 
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The service standards and quality assurance systems will be agreed between the 

Council and its contractors and/or agents and will be recorded within the 

documentation that exists between them.  Copies of this documentation will be made 

available to The Care Trust upon request.  The key standards to which The Services 

will be provided are laid out in summary below. 

 

5.1 Asset Management Services 

a) A named locally based appropriately qualified and experienced property 

professional will be the point of contact for the delivery of services 

contained in this agreement. 

b) Appropriately qualified and experienced professional staff or consultants 

will be engaged to undertake activities contained in this agreement. 

c) Arrangements will be made to ensure Third Party and/or professional 

indemnity insurances are in place. 

d) To provide a prompt response to all enquiries   

e) To meet targets as set in the strategic asset management plan  

 

5.2 Facilities Management Services 

a) Provide customer services from 08:30 to 17:00 hours Monday to Thursday, 

08:30 to 16:30 Friday.  

b) Provide emergency callout services around the clock 365 days per year.  

c) Liaise with premises occupants prior to undertaking any disruptive works.  

d) Monitor the quality of work and take corrective action when necessary.  

e) Undertake reactive, routine, planned and statutory maintenance and 

inspections to buildings and building services. Details of response times for 

maintenance work is shown in Schedule B. 

f) Put in place the necessary cleaning schedules for routine and periodic 

cleaning, including hygiene and special cleaning required in patient and food 

preparation and storage areas.   

Secure information required to prove due diligence and compliance with legislation 
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6. INTERRUPTIONS IN SERVICE 

The Council and its Agents will endeavour to ensure it provides fully operational 

buildings and all the soft Facilities Management services as laid out in Schedule C, 

however planned shutdowns and unforeseen events may at times result in 

disruption/failure of service, in these circumstances alternative solutions will be 

provided with the agreement of The Care Trust . 

 

The Care Trust will report promptly any failure in the property and the hard or soft 

Facilities Management services and will require the Council to instruct its Agents to 

rectify the fault within 14 working days or a more appropriate length of time as agreed 

between the Council and the Care Trust.  Should this rectification not happen the 

Care Trust will rectify the fault and pass the costs of the rectification and the 

associated disruption for payment by the Council. 

 

7. PREMISES CONDITION STANDARDS 

All occupied buildings are to be maintained at Estatecode category B level unless 

otherwise explicitly agreed with the Care Trust. The condition of each building is 

shown at Schedule A.  A programme of investment to bring the buildings up to the 

standard required will be agreed.  This programme will run over mutually agreed 

timescales.   

 

 

8. GENERAL SERVICE STANDARDS 

The Council and its Agents will hold the necessary skills and knowledge to carry out 

the tasks expected of them in delivering the services laid out in the Service Level 

Agreement.    

 

All services delivered by the Council or its Agents will comply with legislation and 

Department of Health guidance and will comply with the relevant Care Trust policies 

and procedures. 

This will be deemed to include all current amendments and additional Acts.  
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In the absence of any procedure, specification, code of practice or Department of 

Health guidance, all plant, equipment and materials used or specified, and all 

workmanship specified or executed, shall be in accordance with any Specification or 

Code of Practice issued by the British Standards Institution, or equivalent national 

standards of another Member State of the European Union, or equivalent 

international standards recognised in the United Kingdom. 

 

9. QUALITY STANDARDS BS EN ISO 9001:2000  

Subject to funding being agreed by the Care Trust to take this forward, (see section 

11) the Service will seek to obtain registration under the above standard with an 

accredited body within the first three years of the contract.  

 

10. CUSTOMER OBLIGATIONS 

The Care Trust will: 

a) Collaborate with the Council and its Agents in the briefing process and in the 

formulation of strategy options  

b) Agree with the Council and its Agents relevant and appropriate milestones 

within each project programme  

c) Agree an appropriate frequency for progress reporting and to respond to 

queries and requests for action, information or comment  

d) Adhere to agreed management deadlines and targets  

e) Participate in customer surveys, focus groups and interviews  

f) Sign off agreed information as required.  Examples of these requirements 

include work briefs, designs, specifications for capital schemes and for 

services, room data sheets. 

g) Be aware that changes to the brief and specification for services may affect 

costs and timescales for delivery  

h) Ensure all staff are informed of premises related information, particularly that 

relating to health and safety and other legislative matters. 
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i) Provide accurate and concise information to the Helpdesk, including location, 

nature of fault, contact name, telephone number, availability of room or area, 

any special requirements, e.g. restricted access  

 

j) Agree and allow access at any reasonable time to inspect The Care Trust’s 

land and property holdings and carry out the work as laid out in this Schedule 

or otherwise agreed with between The Parties   

k) Co-operate with the Council and it Agents in situations where disruption is 

inevitable  

l) Promptly report any hazards or health and safety issues 

m) Ensure a safe working environment for the Council and its Agents  

n)   Indicate at feasibility or work inception stage, any cost limit  related to 

individual projects 

o) Provide feedback on the performance of the Service Level Agreement and 

participate in customer surveys  

11. ADDITIONAL SERVICES 

Services requested that are not included in the Service Level Agreement will 

charged at an additional cost as agreed with the Authorised Officer(s).  A budget 

code and authorised signature will be required before the work can commence.  

Additional Services include: 

 The Care Trust’s accommodation Strategies and property rationalisation 

proposals. 

 An Annual Review of Assets. 

 Prepare an Annual Reports eg Fire, Energy etc with a review of performance, 

achievements and recommendations for action. 

 Undertake an initiative to obtain registration under - Quality  Standards BS EN 

ISO 9001:2000. 

 Minor improvement works, e.g. associated with change of use, new 

equipment, shelving, notice boards, etc. 

 Furniture and equipment moving services 
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 New signage 

 Supply of extra keys 

 Replacement of locks due to loss of keys 

 Installation of departmental specialist equipment 

 

 Additional cleaning requirements  

 Ad hoc catering requirements 

 

This SLA does not include the following Services some of which may be procured via 

the  Councils Architectural Consultancy arm  subject to the associated charge rates 

and in compliance with the Care Trusts procurement policies. 

 Master Planning 

 Building Control 

 Acoustic Design 

 Geotechnical Surveys 

 Soil sampling and analysis 

 GIS Mapping 

 Asbestos Surveys 

 Building Energy Surveys and Works 

 Major Construction works 

 Plant 

 Party Wall advice 

 Litigation and Arbitration 

 BREEAM Assessment 

 Crowd Dynamics 

 Traffic Impact Assessments 

 Architecture Design 

 Mechanical and Electrical / Building Services Design 

 Civil and Structural Design 

 Quantity Surveying 

 Clerk of Works 

 Planning Supervisor 

 Environmental Engineers 

 Landscape Design 
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 Planning proposals 

 

 

 

 

12. KEY PERFORMANCE INDICATORS 

Asset Management 

Capital projects  

a) The % of projects (with a contract value in excess of £50,000) where 

the actual time between commit to construct and available for use is 

within, or not more than 5% above, the time predicted at the commit to 

construct. 

b) The % of projects (with a contract value in excess of £50,000) where 

the actual cost at available for use is within +/- 5% of the cost predicted 

at commit to construct 

c) Percentage of Final Certificates issued within 18 months of practical 

completion 

Note: Any estimates / budgets and programmes agreed will, for the purposes 

of performance monitoring be adjusted, to take account of any client or 

other variations outside the control of the service supplier. 

 

Facilities Management 

Our performance in respect of the services we provide will be measured quarterly 

against the following performance measures:-  

 Target % completed tasks in Priority A (emergency response) - 90%  

 Target % completed tasks in Priorities B  (fix within 24 hours) - 90% 

 Target % completed tasks in Priorities C  (fix within 3 working days) - 90%  

 Target % completed tasks in Priority D (respond within 15 working days) - 90%  

 Target % completed tasks in Priority E (fix by agreed date) - 90%  
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17. LIABILITY INSURANCE 

Appropriate liability insurance will be maintained by the Council. 

 

18. PARTNERSHIP, SUBCONTRACTING OR ASSIGNMENT 

The Council will not enter into any partnership nor assign or sub contract any work, 

services or equipment falling under this Service Level Agreement to any third party 

without the express written agreement of the Care Trust. 

 

Proper employment of agency staff will be permitted where this is to ensure 

continuation of service provision.  However, appointment of agency staff to key or 

senior positions will be agreed between the Authorised Officers.  

 

Any changes to property ownership, lease terms or other changes that affect the land 

and property portfolio will be agreed in writing with the Care Trust.  Any such 

transactions will be carried out subject to the policies and procedures of the Care 

Trust and related Department of Health guidance. 

 

19. FORCE MAJEUR  

The Parties will not be in breach of any obligation under this Service Level 

Agreement if it is unable to perform that obligation in whole or in part by reason of 

Force Majeure. 

 

If either Party seeks to rely on this clause, it shall immediately give notice to the other 

with full particulars of the claim as a Force Majeure event.  The Parties will take all 

reasonable steps to remedy their failure to perform and to keep the other Party 

informed of the steps being taken to mitigate the effects.  The Care Trust may 

choose to issue instruction to the Council in respect of such an event. 

 

If an effect of Force Majeure lasts for more than 12 weeks with Party may following 

consultation with the other give notice of termination in accordance with Clause 22.  

 

22. TERMINATION  
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All or agreed elements of the Service Level Agreement can be terminated without 

effect on The Partnership Agreement or any of the other Service Level Agreements 

covered by The Partnership Agreement in the following circumstances: 

a) By either Party giving  twelve months prior notice at any time expiring on the 

31st March of the relevant year 

b) By either Party with immediate effect if the other is in breach of any of its 

obligations under this Service Level Agreement and, if the breach is capable 

of remedy, the other party has failed to remedy such breach within 14 working 

days of receipt of notice to do so or the parties can agree a longer remedy 

period depending on the nature of the breach. 

c) By either of the Parties giving 14 working days notice if prevented from 

performing its obligations due to Force Majeure in accordance with Clause 19 

 

23. KEY CONTACTS AND AUTHORISED OFFICER(S) 

 

The Authorised Officer for the Care Trust is :- 

   Deputy Chief Executive 

 

The Authorised Officer for the Council is :-  

     Head of Asset Management & Property Services 

 

Any changes to the Key Contacts and Authorised Officers will be promptly notified in 

writing 

 

Signed on behalf of the Council by (this will be the relevant Executive Director and 

the Director of Law and Democratic Services in respect of legal services) 

 

 

 

 

 

Dated 

 

Signed on behalf of the Care Trust by (authorised signatory) 
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Dated 

 

SCHEDULE A  - Care Trust - List of Premises as at 1st September 2009     

        

NORTH EAST LINCOLNSHIRE CARE TRUST PLUS                                                                        
Property List  

   

PROPERTY No, street Town Post Code 

      

Ex - NELC - PROPERTY     

Freehold       

Beacon Bungalow Solomon Court Cleethorpes DN35 9HL 

Beacon House Solomon Court Cleethorpes DN35 9HL 

Bert Boyden Centre 34, Carver Road Immingham DN40 1DS 

Crematorium  Lodge Weelsby Avenue Grimsby DN32 0BB 

Cromwell Resource Centre 402, Cromwell Road Grimsby DN31 2BN 

Curzon Centre Coulbeck Drive Cleethorpes DN35 9HW 

Eleanor Centre 21, Eleanor Street Grimsby DN32 9EA 

Farnhurst Court Resource Centre 5, Eleanor Street Grimsby DN32 9DT 

Littlecoates Bungalow 80 Cambridge Road Grimsby DN34 5EA 

Poplar Road Offices Poplar Road Cleethorpes NN35 8BL 

Queen Street Resource Centre Queen Street Grimsby DN34 5EA 

The Willows  Barmouth Drive Grimsby DN37 9EJ 

Town Hall Street 12 12 Town Hall Street Grimsby DN31 1HN 

William Molson Centre Kent Street Grimsby DN32 7DJ 

Willowdene Bungalow (The Willows Site) Barmouth Drive Grimsby DN37 9EJ 

Pine Lodge (The Willows Site) Barmouth Drive Grimsby DN37 9EJ 

Supported Housing -  Freehold       

Brereton Avenue 135 135, Brereton Avenue Cleethorpes DN35 7RL 

Station Road, 211 211, Station Road New Waltham DN36 4PN 

      

Leasehold       

Acorn Business Park, Unit 5 Moss Road Grimsby DN31 OLT 

Acorn Business Park, Unit 6 Moss Road Grimsby DN31 0LT 

The Pilgrim PCC (NELC area) Pelham Road,   Immingham, DN40 1JW 
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 Weelsby View Health Centre 
(Hainton/Heneage PCC) (NELC Area) 

Ladysmith Road Grimsby DN32 9EF 

Supported Housing - Leasehold       

Carlton Road, 22 Carlton Road, 22 Grimsby DN34 4PP 

Clee Road 35 35 Clee Road Cleethorpes DN35 8AD 

Supported Housing - Rental from 
Shoreline 

      

Brereton Avenue 11 Brereton Avenue, 11 Cleethorpes DN35 7RP 

Cambridge Street, 23 Cambridge Street, 23 Cleethorpes DN35 8HB 

Dolphin Street , 17 Dolphin Street , 17 Cleethorpes DN35 8NE 

    

CTP - PROPERTY No, street Town Post Code 

Freehold     

Claremont House 7-9 Welholme Avenue Grimsby DN32 0HP 

Claremont Bungalow 7-9 Welholme Avenue  Grimsby  DN32 0HP  

The Stables, Claremont House 7-9 Welholme Avenue Grimsby DN32 0HP 

Keelby Clinic 6 Pelham Crescent Keelby DN37 8EW 

The Gardens  
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

The Cedars (Gardens Site) 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Hope St Clinic Hope Street Grimsby DN32 7QL 

Peaks Lane Site (Dec 2009) Peaks Lane Grimsby DN32 9RP 

        

Leasehold       

Athena Building  
Saxon Court, Gilbey 

Road  
Grimbsy DN31 2UJ  

Olympia House 
Saxon Way, Gilbey 

Road 
Grimsby DN31 2UJ 

Prince Albert Gardens 
1 Prince Albert 

Gardens 
Grimsby DN31 3HT 

Port Office Cleethorpe Road Grimsby DN31 3LL 

3 - 7 Brighowgate (Tukes) 
3 - 7 Brighowgate 

(Tukes) 
Grimsby DN32 0QE 

18 - 20 Brighowgate (DIP Service) 18 - 20 Brighowgate Grimsby DN32 0QX 

                    Open Minds Service 7-9 Osborne Street Grimsby DN31 1EY 

The Pilgrim PCC (PCT area) Pelham Road,   Immingham, DN40 1JW 

 Weelsby View PCC (PCT Area) Ladysmith Road Grimsby DN32 9EF 

Cleethorpes PCC St Hughs Ave Cleethorpes DN35 8ED 
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Freeman Street (Occ. Therapy) 
203 – 207 Freeman 

Street 
Grimsby DN32 9DW 

Hope Court Cromwell Road Grimbsy DN37 9LW 

Freshney Green PCC Sorrell Road Grimbsy DN34 4GB 

Cromwell Road PCC Cromwell Road Grimbsy DN31 2BH 

Open Minds Service 13-15 Grimsby Road Cleethorpes DN35 7AQ 

NLAG Properties 
 (Subject to seperate SLA) 

    

Diana Princess of Wales - Outpatients 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - ECT Suite 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - Diamond Suite 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - Sapphire Suite 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - Crisis Home 
Treatment 

Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - Tukes Café 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - Administration 
Corridor 

Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Diana Princess of Wales - West Arch 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

DPoW - (NELC Social Workers) 
Diana Princess of 
Wales Hospital, 
Scartho Road 

Grimsby DN33 2BA 

Grimsby Community Clinic Kingsley Grove Grimsby DN33 1DW 
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SCHEDULE B     

 

Maintenance Response Times 

 

Repair and maintenance response times and priorities are: 

 During normal working hours services will be available between 0830-1700 

Monday to Thursday and 0830-1630 Friday 

 Outside normal working hours emergency response arrangements will 

be based on a 24 hour call out service provision.  

 

Priority A - Emergency Response  

Advice on all emergencies will be immediate. Attendance to site will be within 2 hours 

of receipt of call both within and without normal working hours. 

 Examples:  

Risk to life or substantial damage to property  

Smell of gas  

 Major structural damage, including ceiling collapse  

 Attendance at Fire Alarms 

 Major Health and Safety Issues 

 Major water leak or flood resulting in immediate damage to structure, services 

or equipment   

Major loss of building security  

 Major loss of power supply  

 Boarding up following glass breakage  

 

Where a call is not considered to require an Emergency Response the following 

priorities will be assigned. 

 

Priority B – Same Day Response 0830-1700 Monday to Thursday, 0830-1630 

Friday 

Examples:  

 Loss of power supply that does not render the building unsafe or unsecure 

 Water leak 

 Health and Safety Issues 

 Total loss of heating in building 
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 Main drainage blockage 

 Loss of drinking water  

 Blocked toilet where less than two other toilets exist 

 

Priority C - Respond within 24 hours during normal working hours 0830-1700 

Monday to Thursday, 0830-1630 Friday 

Examples:  

 Internal lighting faults where accessible and area available  

 Partial loss of heating  

 Loss of hot water  

 Partial loss of power to room or area  

 Dangerous paving  

 Minor internal plumbing leaks  

 Blocked urinal or toilet where other facilities exist 

 Overflow pipe discharging  

 

Priority D - Fix within 3 working days 

Examples:-  

 Broken WC seat  

 Minor heating system leak 

 Broken door handle 

 

Priority E - Fix within 15 working days 

Examples: 

 Replace sanitary fittings 

 Making good holes in walls and ceilings or plaster repairs 

 Loose or missing fittings 

 

Priority F - Fix by agreed date 

Example: 

 Any work not falling into the above categories where the completion date is 

pre-arranged with the client



SLA – Asset Management & Facilities Management 

83 

Schedule C 

                       
NORTH EAST 
LINCOLNSHIRE CARE 
TRUST PLUS    

NELC - SCHEDULE OF SERVICES MANAGED BY 
PROPERTY           

                         
PROPERTY                       
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Ex NELC Office/Service                                             
Acorn Bus. Park, Unit  5 Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Acorn Bus. Park,Unit  6 Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Beacon Bungalow Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Beacon House Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
Bert Boyden Centre Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
Crematorium  Lodge Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Cromwell Resource 
Centre Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
Curzon Centre Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
Eleanor Centre Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Farnhurst Court 
Resource Centre Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Weelsby View  PCC (Ex 
NELC) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Littlecoates Bungalow Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Poplar Road Offices Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Queen Street Resource 
Centre Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
The Pilgrim PCC (Ex 
NELC) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
The Willows (Willowdene Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
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Resource Centre) 
12 Town Hall Street  Y Y Y Y Y Y Y Y Y N Y Y N Y  N Y Y Y Y Y Y Y 
William Molson Centre Y Y Y Y Y Y Y Y Y N Y Y N Y Y Y Y Y Y Y Y Y 
Willowdene Bungalow Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
                       
                       
Supported Housing                                             
135 Brereton Avenue Services provided on demand and recharged 
211, Station Road Services provided on demand and recharged 
                                              
CTP Sites (Ex PCT)                                             
Keelby Clinic Y Y Y Y Y Y Y Y Y N N N N Y N N Y Y Y Y Y Y 
Olympia House Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Prince Albert Gardens Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Port Office Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
6 Dudley Street Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
3 - 7 Brighowgate Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
The Stables, Claremont  Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Claremont Bungalow Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Claremont House Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
18 – 20 Brighowgate Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
 Hope St Clinic Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
7-9 Osborne Street  Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
The Pilgrim PCC (Ex 
PCT) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Weelsby View  PCC (Ex 
PCT) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Cleethorpes PCC Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
The Gardens Y Y Y Y Y Y Y N Y N Y Y N Y N Y Y Y Y Y Y Y 
                       
                                             
CTP Sites (New)                       
Cromwell Road PCC 
(From xxx)                       
Frehsney Green PCC 
(from November 2009)                       
2A Wellowgate (from Jan 
2010) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
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13-15 Grimsby Road 
(from April 2010) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Hope Court (from July 
2009) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
207 Freeman Street (from 
Jan 2008 Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Athena Building (from 
Dec 2008) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
The Cedars (The 
Gardens Site) Y Y Y Y Y Y Y N Y N Y Y N Y N Y Y Y Y Y Y Y 
Pine Lodge (The Willows 
site) Y Y Y Y Y Y Y Y Y N Y Y N Y N Y Y Y Y Y Y Y 
Peaks Lane (from Dec 
2009)   N  N  

Y
   Y  Y Y   Y N  Y  

 
Y 

Y
  Y  

N
  Y  N  Y  Y  

Y
   Y 

Y
   Y  Y 
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