Schedule One - Services and Service Requirements

Ref Services Period 4B Trading Service Service Area | Lead Officer KPis Performance Required
Account
Hoading
Corporate Services
T2 [Siategic Support The Service Provider shal provide company secrelary senvces. This wil ndlude: | 2021 02023 | Corporale | Gompany Supporl | Transformation | Head of NA Supporting monthly board meetings
Providing support and guidance o the Board, Chair and Shareholder; Ensuring tha Servces Transformation
al operations of the Company comply with he necessary statulory and regulatory Providing any returns required to external organisations.
equrements; Facitating the acquisiton of information by board members:
Assisting with the compiltion of bosrd papers and fitring to ensure compliance Monty reports onthe performanc of sub-contractors are complied and reported o the Board
with required standards of good govemance; Communicaling with the shareholder;
Supporting regular board meelings; Carrying ou research and policy development Ensuring 100% of complaints, FOls, SARS etc ae responded o within statutory timescales
work to support the work of the Company; Any olher duties o coordinate and
suppor hevork of e Company. Th S Provider wlproide enices (o
mply wi s form data and
feadornof oo ant complas aning. e Senvce rovier il svpart
the company to maintain and improve s performance. The Servie Provider shall
be responsible for colating and coordinaling the performance information of sub-
contractors and direcly deivered senices. This wilinclude the inputting and
creation ofreports from the Northgate and Keystone asset management system and|
for cllating repors rom sub-contractor weekly and monthiy reports
T5 | Sirategy Delvery Manager Tho Senvice Provder shallprovider delivery supporl. The Service Provder wil ba | 2021102023 | Corporale | Gompany Supporl | Transformation | Fead of A Support monihly board meatings
responsibl for coorinating servico areas and providing a cliening sorvice on Servces. Transformation
behalf of 4B, The Senice provider willact i a cient role betwean the Companies Atond monthly SLA mestings on behaf of 4B
and the Council, including negotiating and managing Service Level Agreements,
raising any issues wilh service delivery and ensuring acton plans are developed Provide an annual performance review
and implemented i response to these.
Te | Financial Sarvces and Adminiiraion | The Service Provider shal provide the board wih fmancial and business plan |2021 02023 | Financial | Financial Management | Finance Head of Finance | NA Adhering o all acoounting deadines
support and financial management services including: Financil reports to the Management & | & Support Companies
Board; Providing an analysis of financial performance against business plan Ensuring all sub-contractors are invoiced and payed vithin specified deadiines
assumpions; Managing the Company's accounts; Providing advice to the Company
as requested: Inputting and management of the Company’s financial management Montly financial reports to be provided tothe board
Systems including Oracle; Invoicng and payments to sub-contaciors; FS
Management and reconciiation of payments fothe Company including the 4 weekly Providing financial support for annual business planning
electronic payment o rent and olher lems to the Company's account rom housing
management conlractors; Treasury Management; Developing and amending the. Annual review of the Company's financial model
Senvce Providers/companies business model; administerng the loan agreement.
Montnly
76| Commercil Lega Support The Service Provder shal provide the board wilh legal advice and supportin 2021102023 | Logal Senicos | Commercal Legal | Logal Servces | Director of Logal [N/A Provide advce by agreed deadines
relation o a range of company and commercial matiers: t include legal advice i upport HR, Audit and
relaton t the procurament and praparation of senvice confracts for the company: Investgations
the preparation of legal documentation and procedures for the company: advice
and assistance in relaion to any joint arangements or merger proposals including
Te Insurance ‘The service provider will administer the company's insurance requirements 2021 to 2023 Financial Insurance Finance Head of Finance | NIA The service provider will insure all properties. Duvchased by ms cmmany on the same day of
including property, directors, public iabilty and any others such as professional Managemen & Insurance nott0 do so. The service
indemity, venicle and employee liabily as roquire. o il o he Boors o eurancscots and manag e o bl of 10 company. The
senvice provder shall enow fher nsurancesrequired by the company and drecors a reqired to
| intomal Audit temal audiors to support best practics throughot the company's operations. |2021 102023 | Corporale | internal Audit Head of Audt | NA ereament of amial mermal sk plan
Senices Investigation | and Investigation
79| Senior corporate management The senice providors corporate management team will overses tasks wilin ther | 2021102023 | Corporate [ Servics Provider Finance Finance NA Worihy board meetngs
depariments to ensure performance and standards are maintain Servces. Coporte Govamanco
Landlord Funcllon
Ret | Services Description Period 14B Trading Service Service Area | Lead Officer KPis Performance Required
Account
Hoading
2a | Housing Management - Call Gentre | T senvico provider wi provide Call Conre senices (o ensure tenants can 2021102025 |Housing Housing Management | Communty | Emiy-Rae | See Schedule 4
approach them with management and repair matters during the hours of 8,00am to Management Wellbeing sovel
6.00 pm Monday to Frday and a 24/7 and 365 days per year emergency servic,
2| Housing Management - Payments The Servics Provider wil procure or use their own resources o make payments on| 2021 102023 | Fousing Housing Management | Community | Head of Housing | A Wonthy performance SLA mestings
behall of 48, The Servce Provider will request approvel from 4B 1o sel up| Management Wellbeing an
purchase orders. The Service provider will work with suppliers to ensure invoices| Neighbourhoods Al invoices paid vithin 30 days
are paid on time. The Senvce Provider wil request approval from 48 to pay
invoices. Allinvoices will be scutinised to ensure they are accurae. Purchase Orders and Invoices approved by 48,
2c|Housing Management - Neighbourhood | The Servce Provider wil be responsible for iaising wilh residents, cusiomer care, | 2021102023 | Housing Housing Management | Community | Head of Housing | See Schedule 4 | Monihly performance SLA meetings.
envic ASB cases, complaint, tenancy veiication vists and management oftenancies Management Wellbeing
Neighbourhoods [ tormin a by the void tum around
time)
Al complaints dealt with within statutory imescales.
The Senvice Provider shall keep and maintain accurate records of al acion taken on naighbour
disputes, alegations of harassment, antrsocial behaviour (ASB) sc. and shall provide information
relating {o the nature and status o these matters in ts monihly performance reports
Vists carriod out a all propertis every six months
23| Housing Management - Leasehold The senice provder il manage e W5 Leasohold Gatabase (o include annual| 2021 102023 | Housing Housing Management | Community | Head of Housing | /A Wonihly performance SLA meetings.
Support check of insurance, freeholder contact dstals, service charge and ground rent Management Wellbeing
monitoring, Servcing and administering S20 ofices on behalf of i4B. monitoring| Neighbourhoods Al hird party service charges and 520 nofices logged on the CRM.
and tracking 520 nolices and servico charges received by 4B. The Senvice Provider
wil also camy out annual reviews o leasehold compliance information @.g. Fire Risk Service charges and 5205 are reviewed and challenged before payment fo ensure VIt
Assessments. The Sorvice Provider wil lise wit legal sevces fo ensuro lease
Obligations are not breached. Provision o leasehold data to 4B, Annual report submitied to 148 in September on all 4B leasehald properiies which includes:
shocrdelde, W opal eponsbites, s ol eose st nd Gt crent 20
The Service Provider will work with the Asset Management Team to ensure fuure notces, annus and charge dates, and compliance
capital investment costs on third party leasehold properties are accurate. This will|
involve ensuring all extomal 520 notces are recorded on Asset Management
systems Property Inspactions n ine wih an agreed schedue
Th Sonvcs Providor wl procur o us e oun rsources t make paymens o Work wih the payments team to ensure service charge and s20 invoices are paid wihin 30 days
enico charges and grounds rents o fresholders whora 4B own a leasehold
repery Al payments i b 100368 on e Hong Nanagemen: G Lisisa with froeholders on future budgat costs
servce provider il provide 4B and tho councis insurance team proof of
freeholder nsurance. An annual confirmation chock of al frechoidars wil take place
including - update of frechoiders deta, insurance certfcate, cheok of service
Gharge and check of the ground rent charges
26| Housing Management - Income Team | e Senvice Provider shall be responsible for all aspects of rent and senvice charge |2021102023 | Housing Housing anagement | Community _|Emiy-Ras | See Scheduls 4 _|Monthly performance SLA meetings.
collection and arrears management ncluding the conduct and management of legal Management Wellbeing sovel
proceedings. The target colleton rate is 100% of all rnt and senice charges due. Rent and any other charges collected il be paid o 4B on a monthly basis.
A minimum collecton rate of 98.5% i expecied across the portolc
Monthiy reports on all 4B accounts, and when accounts are in arears what action s being faken
The Service Provider wil also be responsible for collecting former tenant arrears
o Service Provider il rovide (45 with an annual roportoutining historic dobis Renis are paid {0 48 on a monthly basis
that are deemed unrecoverable. Where the Senice Provider deems a debt
they wil follow 4B procedures to seck permission from 4 to wite
o the deb.
2 |Fousing Management - Financia e Senvice Provider should work wih tenants to emsara hat il sigible tenants are| 2021 (02023 | Housing Tousing anagement | Community _|Emiy-Ras | See Scheduls 4 _|Monthly performance SLA meetings
Inclusion in full receiptof any benefis for which they are elgible and work with the tenant Management Wellbeing Masell
and Revenue & Benefts sece i the hostauthorytoenure prom payment of Tenants ar in receiptof al benefits they are eligible for
75 |Fiowsing Managemant-Rent Accauning | The Serics Prove wil sraure s accmunts ae comecly s p and charged. | 2027167003 [ Flousing Tousing anagement | Community _|Emiy-Ras | See Scheduls 4 _|Monthly performance SLA meetings
The Service Provider will be responsible for managing and mainaining rent Management Wellbeing el
accounts on Northgate. Rent accounts are set up on the day the tenancy stat date.
Rents are set annually by the 48 Board. 48 willwork ith the Senice Provider Monthy reconcilations are caried out between Letings data and rent accounts o ensure allrent
annually to mplement new rents. The Servie Provide wil be responsible for accounts have been set
notices and communicaton with ail tenants and leaseholders on changes to rent
and senvics charg Notce of anual rent increases are send ot six weeks prio o rent increases being implemented
20| Housing Management - Estate Garelaking | The Serice provdor wil provde cleaning and maintenance senices al W blocks | 2021102023 | Housing Housing Management | Communty | Emiy-Rae | See Schedule 4
Management Wellbeing sovel
2| Properly Management - Responsive | The Senvice Provider wil be responsible for managing  responsive repair service| 2021 02023 | Assel Tousing Property | Community | Head of Property | See Scheduls 4 | Monthly Performance Mestings
Repairs for 48 propertis. The Service provider wil inspect repairs to ensure quiy an Management | Senvces Wellbeing Senices
VM. There will be an emphasis on resoling repairs t the frt visit Photos taken before and after repais ith inspection ofrepair to monitor VIl
Montly report on repairs caried out within th fxed price
Montly report on repairs cared out outside the fxed price
Repairjobs wil be provided on a monthly basis broken down by PPP contractor excusion.
Montly report on outcome of inspection samples




2| Properly Management - Assel The service provder il produce an annual and 5 year, and 30 year Gapital| 2021102023 | Assel Housing Property | Community | Head of Property | See Schedule 4 | Annual stock condition surveys
anagementand Capta Programme | Ivesiment ln o works and s equre ' mata 48 propories. Theso Management | Senvices Wellbeing Senices
plans wil piance Component data updated by every component replacemant

The senvice provider will be responsile for overseeing the plan and. the Review of capital invesiment requiremens on an annual basisleading {0 a 5 yeardetaied

management o alcapital works. programme and a 30 year financial plan
Outtum review of st years spend in July
Nextyoars 5 year plan agreed in Septomber
Monihiy capital programme monitoring
Asset manag agreed and
Monthly capital monitoring reports submited

| Property Management - M&E and The Senvice Provider wil be responsible for the management oul mechanical and | 2021 02023 | Assel Tousing Property | Community | Fead of Property | See Scheduls 4 | Full compliance I for 48 propertes
Compliance electical works as well as compliance works for 4B propertes. The Servce Provider Management | Senvces Wellbeing Senices
will ensure that al 48 properties meet statutory and regulatory requirements. Legal and policy requirements set out n governance documents
Service Provider wil assist 4B i producing a comprehensive sef of compliance| Compliance standards agreed

policies that outine 4B's compliance responsibilfies. The Service Provider il have|

suite of reporting metrics that they wil use to report on compliance on a monthly P list and tagets produced

basis
Monthly montoring i place
Colating data from thi partes (Mears and thir party freeholders)
Quartery reconcliations between compliance systems and other systems to ensure data s accurate

2 Property Management - Re-let Voids The Service Provider will deliver void and compliance works during void periods. | 2021 to 2023 Asset Housing Property Community Head of Property | See Schedule 4 | Monthly performance meetings.

The sevie wil iise wih confractors, housing management, and the Housing Management | Senvices Wellbeing Senices

Neads Senvice to ensure void periods are kept 0.a minimu. Pre and post void inspection of works (o ensure VM and quiy.
Monihiy inveicing o costs
Bi annual reviw of void costs and void standard,
Al void cases are correcly logged on void management CRM.
Monihiy report on outcome of voids handover nspections
Monthly vids monitoring report submited
Al propertes must ahieve the statutory compliance requirements for the private rented sector

Zm | Utities The Senice Provder il work wilh the Commercil Enrgy Team to produce | 2021 02023 | ousing Tousing anagement | Community |EmiyRas | See Schaduls 4 | Full st of meters for 48 propertes.
meter lis for all 48 properties where it i he freeholder. The Service Provider wil Management Wellbeing Maswell
log the billng frequency for utiity bils. The Service Provider wil chase ulites Utity bils ae correcty recharged.
companies to ensure bils are submitted and are accurate. Fially, the Servic|
Provider wil ensure that il utiitybils are recharged to tenants corecty.

Zn [ Performance reporis The senice provder wil nput sufficent data onto the CRMI Norihgate and Keysione| 2021 (02023 | Corporate | Fousing Management | Community | iead of Fousing | A Wionihly report detaiing: rent ollection, complaits, void urmaround tmes, lenancy verficalion vsis,
housing management and asset management systems and provide monthly Servces Wellbeing an repais, legal cases, void propertes, FTA, compliance submitied 10 days before the monthly Board
monioring reports for the service provider o analyse and to inform the Board, Neighbourhoads

Quartery reconciiations are caried out to ensure informalion on systems is accurat.
25| Logal support - Housing Management | The service provider wil provide legal senvice 1o 4B regarding housing management| 2021 102023 | Legal Servces | Legal Servces Chief Exccutive's | Director of Legal, | /A nformation on allegal cases included in monthly performance repor
and Coi Litigation matters such as rent ncreases, disrepair, and ASB. This wil include providing Department | HR, Audit and
liigation senvices relaling to possession proceeding and ASB action. Investigations Quartery updates on case numbers and hours worked
Acquisitions
3o [Provry Acqitions - RS Sest The Senvice Provider wil act a5 a buyers agent for the Company. The role of the] 2021 102023 | Propery o and [Head of Property | See Schedule 4 |60 PRS Street Propertes purchased a year.
Propert buyer's agent wil commence with the identiication of potential porfolo properties Services Environment
and end with the provision of keys and a complete property handover pack within 2| Monty Performance Meetings
working days of purchase.  The buyer's agent wil dentiy properties which meet
the Company's specifclion, business plan, targels and spend profile as provided| Al elevant documentation and informaton uploaded to the CRM
by the company from time to time. The Sevice Provider will procure or deliver
directy valuation and sunveying sevies for the Company. Portolio propertes wil Handover of PRS street properies to the refurbishment team within two working days of purchase.
be purchased drecty for the Company and the company vl fund the Council at
the time of purchase the purchase price, disbursements, disbursements and SDLT. Quarterty market update reports to the Board
Other costs such as valuation and legal fees wil be recharged to the company at
intervals agreed by the Council. Propertes wil be registered in the name of the Al costs incurrad in the acquistion of propertes are entered nto financial syster.
Company and the Senice Provider will be provided wih suffcent authorly to
manage the purchase on behalf of the Company. The Service Provider il comply Preeriespurchased met 45 nanil acastonctrs. A resnt i s et i 122%
with the Company's acquisilion process which includes agreed poinis al which . 48 reserves the rightto amend acquisiion crtera
Board authorty is requird to proceed with the purchass. The Senvce Provider il
act a5 a representatie of 48 when working with solclors.
36 |Property Disposals and Marke Lets - PRS| The Senvice Provider wil act as an agent on behall of 4B when disposing of| 2021102023 | Properly o and [Head o Property | N/A The il atend
Street Propertes propertes and sourcing external agents to et al market ates. The Service Provider Senices Environment
il bo responsibi fo sourcng agents, procurg valuaions negataing leasing
S [Futire Dovelopment, bk purchases, | e sonics prover manavs ine eatonshps Wi agents on behalrof e WB|202T 162023 [ Propery o and [Head of Property | See Schedule 4 | The servi provder il be tasked wih bringing fowards afleast 6 opportunites throughout a
and project board. Bringing forward both land and block purchase opportunites for review with Senvces Environment financial year.
148 officers. These opportunites will be presented to the board monthly through the|
3 2021102023 | Logal Services | Legal Servces Chief Exccutive's | Direcor of Legal, | See Schedule 4 |60 PRS Streel Properlies purchased a year.
The Senice Provider will procure or deliver direcly legal conveyancing servces for Depariment | HR. Auditand
the Company. The Service Provider wil act on behalf of 4B when purchasing and Investgations Fornightly operational meetings
Conveyancing legal support (Purchases) | isposing of properties. The Senice Provider will manage and recharge 48,
Holdings Ltd through costs/acjustments and record and et off any retained monies Monthly SLA performancs mestings
25 a result of the acquisiton process.
% The Senvice Provder Wil provide conveyancing services for Tne Company on 1arge| 2021 (02023 | Legal Senvices | Legal Serices Chief Executves | Dirctor of Legal, | See Schedule 4
Legal Sorvices - Project coste now buid_acauisitons and disposals. The Servce Provider wil manage and Depariment | HR. Auditand
o9 4 recharge i4B Holdings Ltd thmugh oosls/aulus‘mems and record and net off any| Investigations
‘otoinee morios s el o
7 [Propery Managoman-Now RS Vods | e Sorico Froveer il delvr vod and complance woka duing or PRS vo 2021 07029 |t Housing Property | Community | Head of Praperty | See Scheduls 4 | Monthly performanca mesfings
o senice wil liaise wih contractors, housing management, and the Housing Management | Senvices Wellbeing Senices
Neads Senice to ensure void periods are kept 0.a minimu. Pre and post void inspection of works (o ensure ViM and quiy
Monihiy inveicing o costs
Bi annual review of void costs and void standard,
Al void cases are correctly logged on void management CRM.
Monthiy report on outcome of voids handover inspections
Monthly vids monitoring report submited
Al propertes must achieve the statutory compliance requirements for the private rented sector




Schedule Two - KPIs

Service

Service Area

Owner

KPI

Target

Measure

Housing Management

Income Collection

Emily-Rae Maxwell

Rent Collection

98.5%

Rent collected as a % of
rent due. This is
measured on a 4 weekly
cycle in line with BACs
payments to i4B.

Housing Management [Housing Management - |Emily-Rae Maxwell Perception 80% satisfied with the Biennual Survey
Customer condition of the property
Satisfaction
Housing Management [Housing Management - |Emily-Rae Maxwell Perception 80% satisfied with the Biennual Survey
Customer management of the property.
Satisfaction
Housing Management [Housing Management - [Emily-Rae Maxwell Transactional Monthly reporting
Customer 80% satisfied with the
Satisfaction responsive repairs service.
Housing Management |Housing Management - [Emily-Rae Maxwell Transactional TBC % Satisfaction with Anti- Monthly Reporting
Customer . N
. ! Social Behaviour
Satisfaction
Housing Management |Housing Management - [Emily-Rae Maxwell Transactional TBC % Satisfaction with Monthly Reporting
Customer Lettings
Satisfaction
Housing Management |Housing Management - [Emily-Rae Maxwell Transactional TBC % Satisfaction with Monthly Reporting
Customer Communal Repairs
Satisfaction
Housing Management  [Neighbourhood Emily-Rae Maxwell Complaints 100% resolved within Complaints resolved
Services statutory timescales through management
agents agreed
procedures.
Housing Management  [Neighbourhood Emily-Rae Maxwell Home Visits 100% % of Portfolio properties
Services home visited every two
years. All properties to
have been visited by end
of 2021
Housing Management Nelg!‘lbourhood Emily-Rae Maxwell Current tenant arrears as
Services X
Arrears Contextual percentage of projected
annual rent debit
Housing Management [Call Centre Emily-Rae Maxwell Percentage of calls |80% Percentage of calls
answered answered
Housing Management [Call Centre Emily-Rae Maxwell Percentage of calls |80% Percentage of calls
answered in 3 min answered in 3 min
Legal Services Conveyancing legal Debra Norman Instructing Legal — |85 The average number of
support (Purchases) Legal reporting to calendar days between
property property instructing legal
to legal reporting to
property. Activity included
in this period includes
legal due diligence and
title reporting.
Legal Services Conveyancing legal Debra Norman Legal reporting to 18 The average number of
support (Purchases) property — DA calendar days between
approval agreed legal reporting to property
to delegated approval
agreed. Activity during
this period includes
delegated authority
approval
Legal Services Conveyancing legal Debra Norman DA approval — Keys |18 Period in calendar days
support (Purchases) handed to between delegated
refurbishment authority approval to the
purchase of the property
including the period taken
to provide keys/handover
pack to refurbishment.
Property Management [Re-let Voids Giuseppe Coia Average re-let void Total cost of re-let voids
cost Contextual divided by total number of
re-let voids
Property Management [PRS Voids Giuseppe Coia Average PRS void Total cost of PRS voids
cost Contextual divided by total number of
PRS voids
Property Management [Re-let Voids and PRS V{Giuseppe Coia Minor void 35 days Void period from tenancy

turnaround time

end date to tenancy start
date for minor voids




Property Management [Re-let Voids and PRS V{Giuseppe Coia Major void 75 days Void period from tenancy
turnaround time end date to tenancy start

date for major voids

Property Management [Repairs Giuseppe Coia Average repair cost |£750 The average cost of
per property, per responsive repairs on the
annum, including portfolio as charged by
common areas. the housing management

agent (excludes gas
servicing).

Property Management [Re-let Voids and PRS V{Giuseppe Coia Void rent loss 1% % of total annual rental
income lost to void
periods

Property Management [Repairs Giuseppe Coia % of Emergency 100% The % of all emergency
Repairs completed repairs resolved within 24
within 24 hours hours measured each

quarter. Qualifying repairs
are contained in the
housing management
contracts.

Property Management [Repairs Giuseppe Coia % of Urgent Repairs |95% The % of all urgent
completed within 7 repairs resolved within 24
days hours measured each

quarter. Qualifying repairs
are contained in the
housing management
contracts.

Property Management [Repairs Giuseppe Coia % of Routine 95% The % of all routine
Repairs Completed repairs resolved within 24
within 28 days hours measured each

quarter. Qualifying repairs
are contained in the
housing management
contracts.

Property Management [Repairs Giuseppe Coia Customer 85% The % of customer who
satisfaction with are satisfied with their
Repairs Service repairs service

Property Services PRS Acquisitions Denish Patel Property Negotiation |60 The average number of
— PRS panel to calendar days in the
instructing legal reporting period between

PRS panel instruction to
property instructing legal.
Activity in this period
includes the negotiation
of property price and the
vendor’s acceptance of
offer.

Property Services Future Development Denish Patel At least 6 viable N/A 6 options reviewed with

and block purchases opportunities to be the board by year end.
reviewed each
financial year
Property Services and  [Property Acquisitions - |Debra Norman and Denish Patel Instruction to keys  |130 Period in calendar days
Legal Services PRS Street Properties between property
and Conveyancing instructing legal to the
legal support purchase of the property
(Purchases) including the period taken
to provide keys/handover
pack to refurbishment.
Property Services and  [Property Acquisitions - |Debra Norman and Denish Patel Properties 60 60 Properties purchased

Legal Services

PRS Street Properties
and Conveyancing
legal support
(Purchases)

purchased a year

a year




