
 
 
 

PARTNERING DOCUMENT 
(& SERVICE LEVEL AGREEMENT) 

 
 

SUPPLY (& INSTALLATION) OF  
PVC-U WINDOW UNITS 

 
 

SOVEREIGN DEVELOPMENT CONSORTIUM 
SOVEREIGN HOUSING GROUP 

SOMER HOUSING GROUP 
SOLON SOUTH WEST HOUSING ASSOCIATION 

WESTWORKS 
 

(& ASSOCIATED PURCHASING & CONTRACTING PARTNERS) 
 
 

NOVEMBER 2007 
 

(Last updated: 7 September 2009) 
 

 

   
and 

 



 Page 2 of 31 

Partnering Document / Service Level Agreement 
 
Supply (& Installation) of PVC-U Window Units 
 
 
Index of contents 
 
1.0 Introduction  

1.1    New Build – Sovereign Development Consortium 
1.2    Window Replacement Programme – Sovereign Housing Group 
1.3    Collaborative Partners – Westworks Members 
1.4    Current Purchasing Partners 
1.5    Service Level Agreement 

 
2.0 Core Objective 

 
3.0 Scope of Service & Partnering Principles 

3.1    Commitments by Anglian 
3.2    Commitments to Anglian 
3.3    Partnering Principles 
3.4    Commitment to Sustainability 
3.5    Training 

 
4.0 Key Success Factors 

4.1    Key Success Factors 
4.2    Supplementary Success Factors 

 
5.0 Service Level Management (& Procedures) 

 
6.0 Specification / Performance Criteria 
 
7.0 Replacement Windows 
 
8.0 Quality Control & Audit 

8.1   General 
8.2   Responsibilities of Anglian’s Contract Manager 
8.3 Responsibilities of Anglian’s Health, Safety & Quality Manager 
8.4   Responsibilities of Anglian’s Senior Management 
 

9.0 Design & Quotation Service 
 

10.0 Prices 
 

11.0 Orders, Lead-in Times & Deliveries 
11.1   Orders, Lead-in Times & Delivery Timescales 
11.2   IT Support Services 
11.3 Deliveries 
11.4  Holiday Periods / Factory Shutdowns etc 

 



 Page 3 of 31 

12.0 Storage & Distribution Network 
 12.1   Dedicated Storage & Transportation 
 12.2 Directly Employed Drivers 

12.3 Supplementary Outlets/Stockists 
 

13.0 Installation Service 
 

14.0 Health & Safety 
14.1 Generally 
14.2 Construction (Design & Management) Regulations 2007 
14.3 Asbestos 

 
15.0 Service Standards Generally 

15.1 Windows for New Build & New Installations 
15.2 Anglian’s commitment to Continuous Improvement 
15.3  Anglian’s commitment to Customer Satisfaction 

 
16.0 Added Value Services 

16.1 Elderly & Disabled Residents 
16.2 Special Delivery Requirements 
16.3 Product Warranties 
16.4 Product Continuity 
16.5 Replacement Parts 
16.6 Product Support 
16.7 Waste Management & Recycling  

 
17.0 Administration 

17.1 Key Contacts & Responsibilities 
17.2 Management of the Agreement 
17.3 Project Team 
17.4 Review Meetings 
17.5 KPI Reporting 
17.6 Exor Accreditation 
17.7 Problem Resolution 
17.8 Termination of Agreement 

 
18.0 Equalities & Diversity 

 
 



 Page 4 of 31 

APPENDICES 
 

 
Appendix ‘A’ –   Product & Service Quality 

Appendix ‘A1’ –   Anglian’s Service Information Booklet 

Appendix ‘A2’ –   Copies of all Key Certificates 

Appendix ‘A3’ –   Meeting the requirements of Lifetime Homes 

Appendix ‘A4’ –   Anglian’s Varying Needs Product Handbook 

 
 

Appendix ‘B’ –   Anglian’s Contact & Structure Chart 

 
 

Appendix ‘C’ –   Product Price Lists & Quotation Formats 

 ‘C1’ –   Product Pricing Table - U-Value 1.4 W/m2K (B Rated) – Secure Area 

‘C2’ –   Product Pricing Table - U-Value 1.6 W/m2K (C Rated) – Secure Area 

 

‘C3’ – Standard Quotation Letter Format – New Build 

‘C3a’ – Standard Quotation Schedule Format – New Build 

 

‘C4’ – Standard Quotation Letter Format – Replacement 

‘C4a’ – Standard Survey Report / Quotation Schedule Format - Replacement  

‘C4b’ – Standard Property Account Summary – Replacement 

 
 

Appendix ‘D’ –   Protocol Flow Charts 

‘D1’ –   Protocol Flow Chart – New Build 

‘D2’ –   Protocol Flow Chart – Replacement Windows 

‘D3’ –   Replacement Windows – Resident Communication Procedure 

‘D4’ – Anglian’s Resident Information Handbook (Core Format) 

 
 

Appendix ‘E’ –   Design & Installation Preambles 

 
 

Appendix ‘F’ –   Product Components 



 Page 5 of 31 

 

Works Management Procedures 

Appendix ‘G1’ –   Replacement Windows to Existing Homes – Project Management Procedures 

Appendix ‘G2’ –   Replacement Windows to Existing Homes – Asbestos Management Procedure 

Appendix ‘G3’ –   Plan of Work - Replacement Windows abutting Asbestos Cement Soffits 

Appendix ‘G4’ –   HSE Guidance Booklet 210 – Asbestos Essentials (Task Manual) 

Appendix ‘G5’ –   Anglian’s Installers Guide to Safe Working 

 
 

Site Management Forms 

Appendix ‘H1’ –   Pre-Start Meeting Checklist 

Appendix ‘H2’ –   Site Inspection Form 

 
 

Appendix ‘J’ –   List of Collaborative Partners 

 
 

Appendix ‘K’ –   Stock Profiles 

‘K1’ - ‘K5’ –   Sovereign Housing Group 

‘K6’ –   Somer Housing Group 

‘K7’ – Solon South West Housing Association 

 ‘K8’ –   Westworks 

 
 

Miscellaneous 

Appendix ‘L’ –   Key Client Contacts – Secure Area 

 
 

Appendices ‘M1’-‘M5’ –   Problem Resolution Ladders 

 
 

Appendix ‘N’ –   Original Product Specification and Service Performance Criteria 



 Page 6 of 31 

1.0 INTRODUCTION 
 
1.1 New Build – Sovereign Development Consortium 
 
The Sovereign Development Consortium is a syndicate of 13 member housing associations 
with Homes and Community Agency (HCA) Investment Partner status. The member 
associations own more than 45,000 homes between them, concentrated mainly in the south 
of England, and have an existing combined development programme that is in excess of 800 
new homes per annum.  

 
A large proportion of this is to be delivered through key contracting and developing 
partners with whom service level agreements are being developed to deliver a consistent, 
high quality procurement service for new homes, to an agreed programme, with a focus on 
improving efficiencies, reducing costs, increasing long term customer satisfaction, and 
achieving sustainable design and management solutions that will minimise, as far as is 
practicable, the whole life cost implications upon the member associations’ maintenance and 
housing management budgets.   
 
The incorporation of a partnering agreement with a pvc-u window manufacturer/supplier that is 
able to fulfil the jointly agreed requirements of all parties for new build, as well as pvc-u 
window replacement programmes and maintenance, forms an integral part of the 
Consortium’s joint aim to establish a holistic approach to product procurement. 
 
The housing associations included within the Consortium are:-  

� Sovereign South+West � Sovereign Twynham 

� Sovereign Vale � Kingfisher HVHS 

� Saxon Weald Homes � The Housing Solutions Group 

� Solon SW Housing Association � Cottsway Housing Association 

� Ability Housing Association � Advance UK 

� Brunelcare � John Grooms 

� United Housing Association  
 
The Consortium’s framework contractors are:-  

� E G Carter � Leadbitter Construction 

� Pearce Group � ROK 
 
More information about the Sovereign Development Consortium can be found at 
www.sovereigndevelopmentconsortium.org.uk. 
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1.2 Window Replacement Programme – Sovereign Housing Group 
 
Sovereign Housing Group is a significant and major provider of social housing in the south and 
south-west of England, owning and managing over 30,000 homes in more than 60 local 
authority areas (see Appendices ‘K1’-‘K5’). The Group includes Sovereign South+West, 
Sovereign Vale, Sovereign Twynham and Kingfisher HVHS. All of the Group members were 
originally established as LSVT housing associations, and retain significant concentrations of 
social housing stock – in West Berkshire (over 6,700), the Vale of White Horse (over 5,300), 
Basingstoke & Deane (over 4,900), and Christchurch (over 1,800). 
 
Elsewhere, stock is more widely dispersed. Only eighteen local authorities contain more than 
200 rented homes managed by the Group, and in 29 areas the Group owns or manages fewer 
than 100 homes.  
 
 
Sovereign South + West 
 
Sovereign South+West is the largest of the four Group members and operates over the widest 
geographical area. Providing housing management and maintenance services to over 10,700 
rented homes, with an additional 1,044 properties managed by others.   SS+W is split into a 
number of regional areas.  
 
The largest of these is referred to by SS+W as their Central Region, and has over 7,000 
rented homes. The majority of these are within a 30 mile radius of their central office in 
Newbury.  
 
The remainder of SS+W’s homes are serviced from further regional offices in Bristol (around 
1,800 properties), Exeter (900) and Plymouth (700). Their properties in South Dorset, South 
Hampshire and adjoining areas (around 1,000) are managed by Sovereign Twynham. 
 
Sovereign Vale 
 
Abingdon-based Sovereign Vale own over 6,200 rented homes in Oxfordshire and South 
Northamptonshire. As the Group’s lead association for Oxfordshire, and to promote more 
efficient housing management at a local level, they have recently received the transfer of all of 
SS+W’s homes in these counties. 
 
Sovereign Twynham 
 
Sovereign Twynham are based in Christchurch, just outside of Bournemouth, and own around 
2,100 rented homes. They also manage a further 1,100 homes in South Dorset, South 
Hampshire and adjoining areas on behalf of others; including around 1,000 homes for 
Sovereign South+West. Overall, Sovereign Twynham are responsible for the management of 
around 3,300 homes.  
 
Kingfisher HVHS 
 
Kingfisher is the newest member of the Sovereign Group. Owning, managing and maintaining 
almost over 6,100 homes rented in Hampshire, Wiltshire and Berkshire, the majority of the 
properties are in and around the Basingstoke area. 
 
More information about the Sovereign Housing Group can be found at www.sovereign.org.uk. 
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1.3 Collaborative Partners – Westworks Members 
 
In continued recognition that increased scale can often result in more cost effective, efficient 
product procurement and improved service levels, Sovereign Housing Group is also a key 
member of Westworks, a collaborative group of 20 member housing associations and local 
authorities working together to achieve better value through the potential extra buying power 
of a ‘larger client’.  
 
The structure of the group is such that where an individual member has set up a high value 
service level agreement, other members may be naturally drawn to a service provider that 
offers a more cost-effective and efficient solution to achieving lower costs and better quality 
service levels than current arrangements.  
 
Westworks members in total provide housing and property management services to over 
110,000 homes (see Appendix ‘K8’). Key participating members include:- 

� Sovereign Housing Group � Somer Housing Group 

� Knightstone Housing Association � Bristol City Council 

� The Aster Group � Solon South West Housing Association 

� NS Housing � Merlin Housing Society 

� Bournemouth Borough Council  
 
 
Somer Housing Group 
 
The Somer Housing Group members include Somer Community Housing Trust, Bath Self Help 
Housing Association, Lantern Homes and Redland Housing Association. Together, they own 
and manage over 9,000 rented homes in the South West; the majority of which are in 
Somerset (see Appendix ‘K6’). The primary concentrations are in Bath, Keynsham and Bristol.  
 
 
Solon South West Housing Association 
 
Solon are a general needs provider based in central Bristol, with nearly 1,200 homes across 
the city and in neighbouring boroughs. Specialists in managing homes in cities and urban 
development, they support a development programme of around 100 new homes each year.  
 
 
More information about Westworks, it’s membership and it’s operational area can be found at 
www.westworks.org.uk 
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1.4 Current Purchasing Partners 
 
These are currently summarised as:- 
 
New Build 

All 12 Sovereign Development Consortium members 
4 Framework Contractors (E G Carter, Leadbitter Construction, ISG Pearce & ROK) 
Key Developer Partners  
 
Window Replacement Programme 

Sovereign South+West 
Sovereign Vale 
Sovereign Twynham 
Somer Community Housing Trust 
Redland Housing Association 
Solon South West Housing Association 

 
 
1.5 Service Level Agreement 
 
This Service Level Agreement is designed to reflect the shared understanding of all parties by 
incorporating:- 

� Sovereign’s original requirements as outlined in the tendered Partnering Proposal 
Document; 

� Anglian’s detailed submissions in response to the Partnering Proposal Document 

� Anglian’s subsequent submissions in terms of clarification and potential service 
enhancements; 

� the results of all related discussions and agreements between all parties in addressing the 
above; 

� subsequent enhancements to the service as agreed between the parties. 
 
This Service Level Agreement shall be a formal record of the objectives, principles and agreed 
working arrangements between the participating companies; laying a foundation for defining 
best practice, and providing a structured framework for documenting further improvements in 
the service that will be to the mutual benefit of Sovereign Development Consortium members, 
Westworks members, their collaborative partners, their residents, and Anglian. 
 
The intention is that this Service Level Agreement shall be regularly reviewed and updated, 
evolving by agreement to reflect the intentions of the parties. 

 
Sovereign and Anglian shall work together to strengthen the value of this collaborative 
procurement agreement to the benefit of all parties. To assist with this, Sovereign shall 
maintain for Anglian:- 

� A list of all Collaborative Partners (Appendix ‘J’) 

� Stock Profiles for all Purchasing Partners (Appendix ‘K1’ – ‘K8’) 

� A list of all Key Client Contacts (Appendix ‘L’) 

 
They shall also assist in establishing estimated Planned Programmes of Work. 
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2.0 CORE OBJECTIVE 
 

Sovereign’s core objective is to provide all purchasing partners with the most efficient, 
cost effective procurement service for the supply (& installation) of pvc-u window units, 
french/patio doors and their associated fittings based on a balance of:- 

� meeting residents’ reasonable expectations, 

� high service quality and consistency (for Sovereign, and its various partners), 

� and controlled whole life costs. 
 
 

3.0 SCOPE OF SERVICE & PARTNERING PRINCIPLES 
 
3.1 Anglian have committed to Sovereign and its collaborative purchasing partners 

that it will:-  

• provide a fully integrated supply and distribution network; 

• provide a supporting installation service; 

• ensure availability of all core products and spares within the agreed timescales; 

• provide an efficient survey, design and scheduling service; 

• develop close working relationships with Sovereign’s main contracting, developing 
and purchasing partners; 

• provide a quick response to installation or repair problems to enable priority 
timescales to be achieved; 

• provide a high standard of health and safety; 

• guarantee all supplied (& installed) window units and associated fittings (in 
accordance with Clause 16.3) 

• ensure replacement fittings are available for a minimum of 15 years from the date of 
installation; 

• encourage residents to become involved in reviewing any aspect of the service, 
where deemed beneficial; 

• agree a range of key performance indicators, which shall be monitored and reported 
upon, on a regular basis; 

• actively promote ongoing product and service development; 

• maintain an ongoing programme of continuous improvement to ensure ‘Best Value’. 
 

 
3.2 Sovereign and its collaborative purchasing partners have committed to Anglian 

that they will:- 
 

• be fair and business-like in their dealings; 

• support the realisation of reasonable profit margins; 

• working with all parties to minimise the incurring of unnecessary costs; 

• make all payments within 30 days of receipt of an invoice/application; 
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• promote a partnership that thrives on trust and supports an ongoing programme of 
continuous improvement to the mutual benefit of all parties; 

• provide updated estimated forecasts, every 3 months, of annual volumes to be 
purchased; 

• provide updates on any Government initiatives that may affect the partnership 
and/or the purchasing of new pvc-u windows; 

• provide notification of any decision taken by a governing committee that may affect 
the partnership; 

• provide notification of any significant business proposals made by potential 
competitors which could affect the partnering arrangement. 

 
 
3.3     Partnering Principles 
 

Sovereign and its purchasing partners shall form a partnering team with Anglian to 
agree and actively promote the following:- 

 
Performance Objectives 

o High quality, defect free product and workmanship. 
o Standardisation. 
o Low cost maintenance. 
o End-user satisfaction. 
o Efficient, trouble-free supply of goods, to the right place, at the right time. 
o Efficient processes. 
o Steady and consistent service standards. 
o Benchmarking and measuring against key targets to promote continuous improvement 
o Establishing standards and procedures that embody ‘Best Practice’. 
o The inclusion of all key distribution depots and outlets in the partnering process. 
o Identifying and resolving factors that may affect all key objectives at the earliest possible 

stage. 
o Prompt, effective and fair problem solving. 
o Low-cost. 
o Innovation & flexible working. 
o Safe working and living environments. 
o Enjoyable working relationships. 
 
Commercial Objectives 

o The efficient and effective management of costs for all parties. 
o Increased certainty over both costs and incomes. 
o The realisation of profit and incentive targets. 
o Maximising value for money. 
o Minimising life-cycle costs. 
o The cascading of performance incentives down the supply chain.  
o Steady and consistent work flow.  
o Working within agreed financial parameters. 
o The minimising of duplication, bureaucracy and waste. 
o Minimising “man-marking”. 
o Allocation of risks to be fair so that each party achieves their objectives. 
o For success to generate further work/sales for all. 
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Communication Objectives 

o Establishing a stable management team for the supply chain. 
o Maintaining single points of contact. 
o Joint ownership of partnering objectives. 
o Proactive teamwork. 
o To prosper through clear, concise and effective communications. 
o Effective and shared problem resolution. 
o Open and honest exchange of views. 
o The timely flow of information. 
o Involving and consulting all interested parties. 
o All parties to promote “internal partnering”. 
o Developing a joint “brand image”. 
o Obtaining feedback to provide a focus for future improvements.  
o The avoidance of adversarial behaviour. 

 
3.4     Commitment To Sustainability 
 

All participating partners have committed to a strategy of creating a better life for all, not 
just for today, but for future generations to come. To do this, we must use finite 
resources in an efficient way, without waste, and protect the natural environment to 
enhance the ability of future generations to maintain and improve their lives.  
 
Within the social housing context, Sovereign recognises that sustainable development 
has a strong social dimension and that it is important to create and maintain 
communities that will thrive. We want to provide homes which remain desirable to our 
residents well into the future, with low running costs, and this requires the support of 
good quality, cost-effective goods and services that meet not only their current 
requirements, but also their longer-term needs and aspirations. 
 
This therefore requires us to consider the environmental, economic and social impact in 
all that we do. Anglian shall work with Sovereign and its purchasing partners to support 
this strategy and its supporting policies, and to demonstrate an active commitment to:- 

� providing windows with a ‘U’ value of 1.4 W/m2/K (&1.6 W/m2/K) on all windows at 
the best possible price; 

� supporting the Code for Sustainable Homes targets on new homes; 

� tackling the fuel poverty agenda; 

� waste management and recycling; 

� supporting our existing environmental policies. 
 

3.5     Training 
 

Anglian have committed to ensure that all managers and support staff providing the 
service to Sovereign and its purchasing partners are fully trained to an appropriate level 
of competence. This shall include:-  

� a detailed understanding of this Service Level Agreement and supporting 
documentation (inc. operational procedures); 

� a detailed up-to-date working knowledge of the supporting product range; 
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� a detailed working knowledge of the agreed design specifications for both new-build 
and replacement works; 

� a full working knowledge of Anglian’s design, scheduling and ordering system. 
 

The main factory/factories, any distribution depots, suppliers and/or stockists of 
supporting parts and/or fittings, and all delivery drivers, shall be fully trained in their 
responsibilities and shall ensure the effectiveness of the delivery implementation and 
reporting systems. 

 
Anglian shall provide free training to the staff of Sovereign and its purchasing partners 
on its services, procedures and/or supporting systems, where this will benefit the 
efficiency and effectiveness of the service provided. 

 
 

4.0 KEY SUCCESS FACTORS 
 
4.1 Key success factors are deemed to be:- 

� The thermal efficiency of the windows fully meet the Development Consortium’s 
requirements in terms of supporting the creation of a highly energy efficient 
envelope for their standard house types and associated Code for Sustainable 
Homes target levels. 

� Residents are provided with windows that meet their reasonable expectations in 
terms of provision, quality, design and energy efficiency; 

� Anglian provides a consistent, high quality service across the board; is agile enough 
to respond promptly to needs and issues, is adaptable enough to evolve to satisfy 
changing requirements, and works together in a spirit of openness and trust to align 
shared interests; 

� The whole life cost of the windows provided (inc. initial costs, ongoing maintenance 
costs, and the replacement frequency etc) can be afforded within the Associations’ 
business plans; 

� All of the above requirements are achieved at the lowest reasonable (best value) 
cost - through economies of scale, more efficient procurement and working 
practices, and controlled maintenance costs. 

� That Anglian achieves its core objectives. 

 
4.2 Supplementary success factors are deemed to include:- 

� That Anglian:-  

o develops complimentary service level agreements with all related primary 
suppliers of associated goods and services; 

o seeks to maximise customer satisfaction amongst Housing Association’s 
residents; 

o is innovative in terms of proposals to improve the service, increase efficiency and 
reduce both initial and whole life costs; 

� That the arrangement provides a basis for progressing an action plan of ongoing 
continuous improvement that benefits all parties. 
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5.0 SERVICE LEVEL MANAGEMENT 
 
5.1 In order to promote an integrated and timely approach to enquiries, the design service, 

the production of quotations, order processing, manufacturing planning, distribution and 
the resolution of problems etc, Anglian have committed to provide a dedicated central 
contact and service team (see Appendix ‘B’), led by a senior Account Director, to 
proactively manage and co-ordinate all of these activities.  

 
5.2 Anglian’s dedicated Account Director (John Fairweather):-  

� is responsible for ensuring that Sovereign and all of its collaborative/purchasing 
partners receive the quality of product and standard of service outlined in this 
Service Level Agreement. 

� shall be provided with the resources necessary to ensure that the service is 
effectively supported by a unified, co-ordinated, frontline team that is fully au fait with 
the standards of service detailed within the Service Level Agreement. This shall 
include the provision of senior management cover for when he is on leave or 
unavailable. 

� shall be the single point of contact (with back-up support), for all enquiries or 
problems relating to orders, deliveries, problems on site, and other similar enquiries.  

� be responsible for ensuring Sovereign’s contractors, developers and other 
purchasing partners are provided with full details of delivery schedules, including 
dates and drivers mobile telephone numbers etc. 

� shall ensure that any unresolved issues that may occur from time to time are actively 
and promptly addressed, are dealt with as fairly and equitably as possible, and are 
monitored closely through to completion. 

5.3 Sovereign shall also seek to encourage its collaborative/purchasing partners to appoint 
single points of contact for Anglian. 

 
5.4 Windows for New Build projects shall be progressed in broad accordance with the 

Protocol Flow Chart – Appendix ‘D1’. 
 
5.5 Replacement Windows to existing properties shall be progressed in broad accordance 

with the Protocol Flow Chart – Appendix ‘D2’. 
 
5.6 For properties in occupation, engagement with residents shall in broad accordance with 

the Resident Communication Procedure – Appendix ‘D3’. 
 
 
6.0 SPECIFICATION / PERFORMANCE CRITERIA 
 
6.1 Anglian have committed to meet Sovereign’s original preferred product specification 

and performance criteria detailed in Appendix ‘N’:- 

o as qualified by the original submission; 

o as subsequently amended by agreement; 

o and now incorporated into this Service Level Agreement, including support 
appendices.  
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6.2 The product specification, supporting service standards and prices detailed in this 
Service Level Agreement forms the basis of all supplied goods and services provided to 
the Sovereign Development Consortium or its members, Sovereign Housing Group 
members, Westworks members, contractors and developers working on behalf of, or for 
these bodies, and all other associated collaborative purchasing or procurement 
partners.   

 
6.3 A summary of the service is included in the Service Information Booklet (Appendix ‘A’). 
 
 

7.0 REPLACEMENT WINDOWS 
 

7.1 Replacement window programmes shall be project managed /administered in broad 
accordance with the procedure outlined in Appendix ‘G1’. 

 
7.2 Anglian’s work programme’s shall be updated at least weekly; with a copy on the shared 

website. 
 
 

8.0 QUALITY CONTROL & AUDIT 
 

8.1 General 
 

� Anglian’s design, manufacturing and installation processes are accredited to BS EN 
ISO 9001: 2000 (Certificate Nos: FM 11180 & FS 25971). Their control systems 
supporting these are independently tested by the British Standards Institution twice 
a year. The British Standards Institution also undertake a regular programme of 
internal audits. Every company supplying components to Anglian are required to 
pass a detailed selection procedure. All components used in the finished products 
are tested to the relevant British Standards and beyond for strength, stability and 
performance. The quality assurance procedures include for the inspecting and 
approval of constructed units prior to delivery. 

 
� All new windows and their constituent elements shall accord in full with all current 

relevant British Standards in terms of product construction and performance. 
 

� All new windows shall comply with BS 7950 in terms of enhanced security 
performance; and meet the requirements of ‘Secured by Design’. 

 
� Anglian shall remain a registered member of FENSA (No 13229). 

 
� Anglian are committed to progressing the implementation of an Environmental 

Management System that will result in accreditation to ISO 14001:2004. 
 
8.2 Responsibilities of Anglian’s Contracts Manager 

 
� To ensure that the following are addressed and agreed with the client/contractor; 

commencing at the initial enquiry stage, but continuing right through to installation, 
ensuring also that installation teams are fully briefed:- 

o construction details; 
o fixing method; 
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o scope/extent of works; 
o attendance required (eg. scaffolding); 
o programme.  

 
� Upon the completion of the installation works to each individual property, the 

appointed Anglian Contracts Manager shall check and confirm that each individual 
window is in good condition, has been well fitted, is operating correctly, that any 
making good to reveals etc has been completed satisfactorily, and that all other 
works relating to the property has been completed in full. This shall be confirmed 
through the submission of a Site Inspection Form (Appendix ‘H2’) for each property, 
to the client Association’s Contract Administrator. 

 
8.3 Responsibilities of Anglian’s Health, Safety & Quality Manager 
 

� To be informed of all new contracts/instructions by Anglian’s dedicated Account 
Director (John Fairweather). 

 
� To review all new contracts/instructions looking for non-standard, unusual or specific 

product manufacturing or installation requirements/issues.  
 

� Having regard to the complexity of the products required and/or installation, ensure 
that Anglian have planned the surveys, production, delivery (& installation work) 
correctly; having regard to the client/contractor’s proposed timeframe. 

 
� During the survey process, carry out an initial risk assessment, record the results, 

and again look to identify any non-standard, unusual or specific product 
manufacturing or installation requirements/issues. Ensure a further survey 
inspection is not required immediately prior to manufacture. Determine the timing for 
the first site inspection. 

 
� In the case of standard installation work, undertake a site inspection within 10 days 

of commencing installation works. However, where works are deemed to incorporate 
elements with a high risk (eg. asbestos soffits, specialist installation works), or on 
larger jobs, consideration will be given to undertaking a site inspection on the first 
day of installation.  

 
� Depending on the outcome of the first visit, undertake subsequent site visits as 

appropriate to the nature of the work, and its associated risks. Where issues are 
identified on the first visit, consideration will be given to undertaking a re-inspection 
on the following day, or the following week, as appropriate. Most site visits are to be 
carried out unannounced. 

 
� To produce Site Visit Reports for all site inspections.  

 
� Internal ‘Improvement Notices’ shall be issued where appropriate, and if serious 

(normally Health & Safety) issues are identified, a ‘Prohibition Notice’ shall be 
issued.  

 



 Page 17 of 31 

8.4 Responsibilities of Anglian’s Senior Management 
 

� Anglian’s Regional Director shall undertake weekly reviews of all reports produced 
by the Health, Safety & Quality Manager. 

 
� Monthly reviews shall be undertaken at Anglian’s Divisional Board Meeting. 

 

 

9.0 DESIGN & QUOTATION SERVICE 
 

9.1 Anglian are committed to providing an efficient survey, design and scheduling service to 
Sovereign and its collaborative/purchasing partners. This is deemed to include:- 

� providing a supply and fit service that accords with the detail of the Service 
Information Booklet (Appendix ‘A’); 

� incorporating the agreed range of window furniture and other fittings; 

� in the case of new build, creating window layout drawings and schedules based on 
the Architects’ drawings; 

o attending site if necessary to check build dimensions ahead of manufacture, 
subject to:- 

- receiving a prior written instruction; 

- the additional charge stated in the Pricing Tables (Appendices ‘C1’ & ‘C2’). 

o attending site meetings if necessary etc. 

� in the case of refurbishment programmes, undertaking surveys, and arranging 
access to residents homes where required; 

o creating window layout drawings and schedules based on the criteria outlined 
in the ‘Design & Installation Preambles’ – Appendix ‘E’. 

o administering the process in broad accordance with Appendix ‘G1’. 

� liaising with purchasing partners regarding site work programming and providing 
them with detailed call-off schedules as required, generally within 48 hours of a 
survey/completed design; 

� liaising closely with all collaborative/purchasing partners, Sovereign staff and 
residents in occupation throughout the process as required. 

 
9.2 Anglian shall provide purchasing partners with detailed quotations within 10 days of 

having received the submitted designs and call-off schedules. 
 
9.3 Sovereign and its collaborative/purchasing partners are to agree designs and call-off 

schedules in a timely manner so as to avoid potential programming issues.  
 
9.4 Anglian shall be entitled to charge a purchasing partner for additional site visits/redraws 

(at the agreed rate stated in the Pricing Tables – see Appendices ‘C1’ & ‘C2’) where 
deemed reasonable (eg. where the requirement is not the result of an initial surveying 
etc error).  
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10.0 PRICES 
 
10.1 All core pvc-u window and french/patio door styles, to the stated specifications, shall be 

supplied to Sovereign and all of its collaborative/purchasing partners, and installed:- 

o in accordance with the prices included in the agreed Product Pricing Tables 
(Appendices ‘C1’ & ‘C2’); 

o to include CDM administration and FENSA certificates etc, and all other 
support and added value services outlined in this Service Level Agreement. 

Nb. Works to properties that are 3 storeys or above, and to 2-storey properties where 
access to the upper storey is obstructed, will be subject to an additional charge to 
reflect access costs. 

 
10.2 The application of the Product Pricing Tables shall have regard to the following:- 
 

� for any given design style, the price for each window is to be based on the nearest 
priced size (based first on width, then on depth); provided that both the width and 
depth does not differ by more than 50mm. 

 
� where the width or depth of a given window does differ from a priced style by more 

than 50mm, other priced windows of a similar size shall also be used as a guide in 
determining a fair price. 

 
� additional styles and/or sizes shall be added to the Window Schedule / Pricing 

Framework as prices are agreed. 
 

� all stated sizes relate to structural opening size.  
 

� the use of patterned or obscured glass shall have no effect on the price of a given 
window. 

 
� The extra-over costs in the pricing tables shall equally apply to omitted works.  

 
� The cost of elements not currently included in the Product Pricing Tables shall be 

based on the cost difference between relevant given window sizes. 
 

10.3 Installation rates are to include for:-  

� project management, administration and fitting etc in broad accordance with:- 

o the ‘Design & Installation Preambles’ – Appendix ‘E’. 

o the procedures outlined in Appendix ‘G1’ (mainly refurbishment programmes). 
 

10.4 The cost of supplying and installing lintels to all properties, as stated in the Product 
Pricing Tables, shall be deemed to be all-inclusive (inc. scaffolding etc as required).  

 
10.5 Costs for works deemed to be out of the ordinary shall be by prior agreement. 
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10.6 When undertaking a replacement window programme, Anglian may be provided with a 
combination of grouped and individual properties. Grouping and location will not 
normally have an effect upon the costing procedure outlined above; subject to the 
optimum delivery and installation volumes as set out in Anglian’s turnover submission. 

 
10.7 The Product Price Tables (Appendices ‘C1’ and ‘C2’) shall be reviewed annually and 

adjusted on the 1st November of each year to reflect an agreed fluctuation rate. 
Adjusted rates shall apply to all work with an installation date (or delivery date in the 
case of supply only) on or after the 1st November of each year.  

 
10.8 Price increases shall generally be agreed in advance, with no less than two months 

notice of a proposed increase. 
 
10.9 Prices for previously unlisted items shall align with the agreed Product Pricing Tables 
 
10.10 In the event that it is identified that a contractor, developer or other purchasing partner 

under this arrangement has been charged in excess of the agreed prices, arrangements 
shall be made for Anglian to reimburse the difference. 

 
10.11 Sovereign and Anglian shall undertake spot checks with contracting and developing 

partners etc to ensure that the pricing structure is being applied consistently. 
 
10.12 Where the combined annual spend through the agreement exceeds £2,000,000 p.a. (for 

calendar years commencing 1st November 2007), an assessment shall be undertaken 
to determine a cost efficiency rebate in accordance with the principles laid out in the 
NEC Target Cost Contract; with savings shared equally between Sovereign (as the lead 
partner) and Anglian. 

 
10.13 In support of this, Anglian shall provide Sovereign with quarterly reports on annual sales 

and anticipated rebates. 
 
 

11.0 INITIAL ENQUIRIES, ORDERS, LEAD-IN TIMES & DELIVERIES 
 
11.1 Orders, Lead-in Times & Delivery Timescales 
 

� All window units shall be made to order to align with the customer’s defined needs. 
 

� All initial enquiries and first orders should be through Anglian’s dedicated account 
manager (John Fairweather); quoting the ‘SDC/Westworks Consortium 
Agreement’. 

 
� Quotations with fenestration layouts (see Standard Quotation Letters & 

accompanying Schedules – Appendices ‘C4’ & ‘C5’) shall be issued within 7 working 
days of the survey. 
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� All orders raised with Anglian should state:-  

o the full delivery address (inc. post code) 

o the relevant quotation number, and  

o all site contact details (with names, telephone numbers, email addresses, 
etc). 

 
� Anglian have committed to meet the timescale targets detailed on Page 22 of the 

‘Service Information Booklet’ (Appendix ‘A’). 
 
� Specialist deliveries required in less than 5 working days may incur an additional 

cost (which shall be agreed with the client in advance). Where possible however, 
Anglian shall make every effort to avoid this by combining the delivery requirement 
with another delivery commitment. 

 
� Formal (hard copy) order acknowledgements are produced one week prior to the 

delivery week. 
 

� Sovereign and its collaborative/purchasing partners shall have due regard to the 
advantages of programming in all design work and ordering etc in a timely fashion; 
and, wherever possible, to avoid late design work, requirement changes and 
ordering. 

 
11.2 IT Support Services 
 

� Anglian shall provide Sovereign and it’s collaborative/purchasing partners with a 
shared website facility providing access to:- 

o all standard documentation (inc. this Service Level Agreement and all 
supporting documentation); 

o individual password protected client sites with management & KPI data etc; 

o the (password protected) Anglian extranet service which enables clients to 
access to:- 

* quotations, 

* priced design layouts (and other relevant details); 

* the status of each order (inc. programmed/agreed delivery date), and 

* invoices. 

all of which is updated within half an hour of any processing having been 
undertaken on Anglian’s main system. 
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� Anglian shall retain a ‘Webmaster’ (Bryan Howard) who shall be responsible for:- 

o being familiar with the website’s requirements/objectives; 

o promoting proactive support; 

o co-ordinating the input of Anglian’s Marketing and IT departments; 

o evaluating and challenging the style and content of the website (inc. 
documents) to ensure it:- 

* is correct; 

* is up-to-date; 

* is consistent; 

* provides the support necessary to retain existing clients;  

* maximises it’s contribution as a marketing tool for securing new 
business; 

* is regularly reviewed and improved over time to maintain relevance. 
 
11.3 Deliveries 

 
� Anglian will have reasonable regard to the practicalities of delivery attendance, 

receipt procedures, and where the units are to be used and/or stored. Single or 
multi-drop options shall therefore be provided to any location as required.  

 
� Sovereign and its collaborative/purchasing partners shall nevertheless endeavour to 

work with Anglian to maximise the reasonable efficiency of the delivery 
arrangements.  

 
� Liability and responsibility for the goods passes from Anglian to the purchaser at the 

point the goods are installed. 
 

� Claims for damages, shortages and/or incorrectly supplied items shall be reported to   
Anglian’s dedicated account manager (John Fairweather) within 5 working days of 
delivery. 

 
11.4 Holiday Periods / Factory Shutdowns etc 

 
� Normally 11 days for Christmas. Anglian to advise on actual dates at the start of 

each calendar year. 
 

� All parties are to plan ahead in terms of surveys, orders etc to ensure that Sovereign 
and its collaborative/purchasing partners receive the necessary goods on time, and 
that work delays are avoided.  
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12.0 STORAGE & DISTRIBUTION NETWORK 
 

12.1 Dedicated Storage & Transportation 
 

� Anglian shall ensure that they maintain a comprehensive and effective storage and 
transportation system that operates throughout the south and south-west of 
England; delivering window units, french/patio doors and all associated fittings 
directly from the factory, or from local storage depots, to site, all in accordance with 
the requirements of this Service Level Agreement. 

 
� Single or multi-drop options shall be provided to any location as required.  

 
� The delivery service shall be backed up by an efficient, modern vehicle planning and 

communication system that ensures that contact is maintained with the vehicle 
drivers at all times, and that all agreed delivery schedules are met. 

 
� Transportation fleet management and maintenance shall ensure:- 

o high standards of maintenance and safety are maintained; 

o maintenance and safety checks and MOTs are scheduled efficiently around 
customer demand; 

o there is a nationwide backup from a network of main dealers. 
 
12.2 Directly Employed Drivers 

 
� All Anglian’s drivers are:-  

o directly employed; 

o have the relevant vocational driving licence which is checked before 
employment is offered, and again at 6 monthly intervals; 

o included in the Government’s ‘National Training Scheme’; requiring 35 hours 
training over every 5 year period. 

 
� The completion of a ‘Driving Hours Test’, and a full driving assessment undertaken 

by Anglian’s ‘Driving Assessor’ form key parts of the driver recruitment process. 
 

� Anglian’s in-house training programme includes annual assessments and refresher 
courses. 

 
� Monthly reviews of all tachograph charts take place with each individual driver. 

 
� Anglian are committed to developing their own drivers and members of the factory 

and warehouse staff, go through external training in order to qualify for their LGV 
licence, and after a suitable training programme, join their own driving staff. 

 
� Evidence of training shall be provided annually. 
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12.3 Supplementary Outlets/Stockists 
 

� Anglian shall establish a central stores facility, where specifically required to meet 
the stocking and delivery requirements of individual clients; particularly with regard 
to replacement parts.  

 
 

13.0 INSTALLATION SERVICE 
 

� Anglian shall engage only the highest quality ‘in-house’ installation teams when 
undertaking works for Sovereign and its collaborative partners; utilising the same 
teams wherever possible, where good working relationships have been established.  

 
� All installation personnel used shall:- 

o be fully conversant with the detail of this Service Level Agreement; and their 
obligations in respect of it; 

o have been fully trained in the installation of the specified products; 

o carry an Anglian photo ID; 

o wear Anglian corporate uniforms; 

o drive Anglian liveried vehicles. 
 

� Anglian will not use sub-contract installation companies. 
 

� Anglian’s shall use their ‘Pre-Start Meeting Checklist’ (Appendix ‘H1’) to ensure that 
all issues relating to the following are addressed and agreed with the 
client/contractor; commencing at the initial enquiry stage, but continuing right 
through to installation, ensuring that contract managers and installation teams are 
fully briefed :- 
• construction details; 
• fixing method;  
• scope/extent of works; 
• attendance required (inc. scaffolding); 
• programme. 
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14.0 HEALTH & SAFETY 
 
14.1    Generally 
 

� Anglian shall comply with all current manufacturing and building industry statutes, 
regulations, codes and agreements (including amendments thereto) regarding the 
health, safety and welfare of all persons likely to be involved in, or affected by, the 
manufacturing and installation etc works to which the proposed agreement relates. 

 
14.2    Construction (Design & Management) Regulations 2007 
 

� Anglian shall ensure that its activities comply with the requirements of these 
regulations so far as they affect both design and installation works on site.  

 
� Whilst it is recognised that the majority of individual works orders are effectively 

excluded from the requirements of the Construction (Design & Management) 
Regulations 2007, designers and installers are nevertheless required to observe the 
spirit of the Regulations. Anglian shall therefore undertake all necessary risk 
assessments, prepare all appropriate work method statements and ensure that all 
operatives adhere to the relevant guidance. 

 
14.3 Asbestos 
 

� Properties with asbestos-based products (eg. soffits) that could potentially be 
damaged by the works shall be assessed and all works undertaken in accordance 
with the agreed procedures outlined in Appendices ‘G2’ - ‘G4’. 

 
 

15.0 SERVICE STANDARDS GENERALLY 
 
15.1 Windows for New Build & New Installations 
 

� Anglian are committed to ensuring that Sovereign’s contracting and developing 
partners are provided with the pvc-u window units and fittings they need, when they 
need them.  

 
15.2    Anglian’s commitment to Continuous Improvement 
 

� Anglian shall work with Sovereign’s contractors, developers and key distribution 
partners to seek and promote ongoing improvements in the distribution network and 
service delivery. 

� Anglian shall hold team meetings that promote and enable service quality issues to 
be discussed and fed into a structured management process that promotes ongoing 
improvements in service delivery. 

 
� The responsibility for ensuring that issues in respect of service quality are 

communicated to Anglian’s Senior Management Team shall rest with Anglian’s 
dedicated account manager (John Fairweather). 
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15.3    Anglian’s commitment to Customer Satisfaction 
 

� Anglian supports Sovereign’s commitment to total customer satisfaction. Based on 
this commitment, routes shall be established to resident bodies that enable 
customer satisfaction to be monitored and reported on directly to the partnership. 

 
� Key performance indicators shall be established to monitor this area and shall be 

discussed and developed at the partnership review meetings. 
 

 

16.0 ADDED VALUE SERVICES 
 
16.1 Elderly and Disabled Residents 
 

� Anglian are committed to supporting the initiation and implementation of innovative 
design solutions that support the needs of elderly, wheelchair bound and other 
disabled residents. 

 
16.2 Special Delivery Requirements 
 

� Anglian are willing to readily discuss and accommodate any special delivery 
requirements where essential to the client (eg. deliveries to individual properties, 
specific delivery times, specific sequence etc). However, this may incur the client in 
additional charges which shall not be unreasonable. 

 
16.3 Product Warranties 
 

� All pvc-u windows and French/patio doors carry the following comprehensive 
guarantees/warranties:- 

o Glazed units – 15 years 

o Securistyle ironmongery – 12 years 

o All other construction and workmanship elements – 10 years 
 
� Anglian shall maintain a database record of all products provided, the location, the 

relevant components, and details of the relevant warranties, with dates. 
 

� Full warranty support is organised from Anglian’s regional depot in Basingstoke. 
 

� All service engineers are fully trained, fully equipped, carry an Anglian photo, wear 
Anglian corporate uniforms, and drive Anglian liveried vehicles. 

 
� Security issues shall be attended to within 24 hours 

 
� Non-security issues shall be attended to with 20 working days (except for specials 

outside of the agreement). 
 

� All calls and faults are recorded on a database, detailing the nature of the service 
issues, action required, proposed time scale, outcome and time of final closure.  
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16.4 Product Continuity 
 

� Anglian shall not undertake design or component changes (such as changing the 
frame profile, or the ironmongery specification, etc) that shall adversely impact on:-  

o long term durability; 

o maintenance; 

o Sovereign’s ability to effect a like-for-like repair or replacement  

without fully consulting with the client, determining that there is no reasonable 
alternative solution, and, if applicable, agreeing a due notice period.  

 
� Every attempt will be made to provide Sovereign and its collaborative/purchasing 

partners with as much notice as possible regarding any significant proposed 
changes.  

 
� Where Anglian are considering a product design change that could have negative 

consequences for Sovereign and its partners, then:-  

o customer representatives shall be consulted and given due regard; 

o modifications to the proposal shall be undertaken where deemed reasonable 
to do so; 

o prior to the implementation of any proposal; a reasonable notice period shall 
be provided. 

 
� In the event of a planned discontinuation of a range, Anglian shall implement a 

‘deletion procedure’ which incorporates an analysis process that includes identifying 
all customers that have made a purchase from the product range within the last 2 
years, or are planning to make a purchase. All are to be contacted and consulted.  

 
� It is recognised that there may be occasions when components or some finishes 

supplied to Anglian by others may become unavailable for reasons outside of their 
control. This supply chain issue however shall be closely managed to minimise this 
likelihood. 

 
16.5 Replacement Parts  

 
� Anglian have committed to ensuring that replacement components will remain 

available for 15 years after purchase. 
 

� In the unlikely event that units require replacement under the guarantee within 15 
years of purchase, and matching components are no longer available, the nearest 
equivalent components will be provided by Anglian at no additional cost to the client. 

 
16.6 Product Support  
 

� Anglian would welcome the opportunity to attend client presentations, resident 
forums, meetings etc as necessary to demonstrate and explain the product and 
service. 
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16.7 Waste Management & Recycling  
 

� Anglian are committed to actively demonstrating a genuine commitment to waste 
management and recycling. 

 
� It is Anglian’s policy to recycle all waste and surplus materials wherever possible; 

and have implemented specific Waste Segregation Management Systems both in 
their factories, and on the sites where they undertake door installation works. This 
includes the recycling of old timber and pvc-u etc windows, including the glass. 
Anglian also have an approved Recovinyl Recyling Centre at it’s head office in 
Norwich. 

 
� Regular reports are received on the percentage of waste that has been recycled and 

these are used to target further improvements. 
 

 

17.0 ADMINISTRATION 
 
17.1 Key Contacts & Responsibilities 
 

� Anglian shall maintain details of all key contacts, their direct telephone numbers and 
e-mail addresses etc in the form of a ‘Contact & Structure Chart’ (Appendix ‘B’). 

 
� Sovereign shall provide Anglian with a maintained list of all key contacts for 

Sovereign and their collaborative/purchasing partners, their direct telephone 
numbers and e-mail addresses etc (Appendix ‘L’). 

 
17.2 Management of the Agreement 
 

� The following core team shall be responsible for the overall management and co-
ordination of the agreement.  

• Mark Jarrett – Head of Strategic Procurement – Sovereign Housing Group; 

• John Fairweather – Technical Director - Anglian; 
  
� Key  responsibilities shall include ensuring that:- 

o all agreement documentation is up to date; 

o all agreement documentation is effectively communicated to all relevant 
internal and external customers; 

o the intention of all participating parties as outlined in this service level 
agreement are implemented in practice; 

o KPI data is being collected, analysed and reported upon; 

o feedback is actively sought from all participating parties, and shared; 

o issues arising are dealt with promptly and effectively; 

o all participating parties work together in a spirit of openness and trust to 
actively promote an ongoing programme of continuous improvement in all 
aspects of the service, to the mutual benefit of all parties. 
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17.3 Project Team 
 

� The Core Team shall be supported by a project team that comprises of key 
representatives from the various collaborative/purchasing partners. Responsible for 
ensuring that the agreement is delivering the required product and service  
standards, and drawn primarily, (but not exclusively), from the original Selection 
Panel, we would expect the Project Team to comprise:- 

• Steve Cains – Executive Manager – ISG Pearce Group 

• Richard Palmer – Project Co-ordinator – Sovereign Housing Association 

• Tim Harper – Property Services Manager - Twynham Housing Association 

• Bernie Kurzik - Senior Building Surveyor – Vale Housing Association) 

• Geoff Cardnell - Asset Service Manager - Somer Housing Group 

• Nick James – Procurement Manager – Aster Group 

• Ruth Berry - Asset Manager – Solon South West Housing Association 

• Zoe Cadden - Resident – Sovereign Housing Association 

• Desiree Ruzane - Resident – Sovereign Housing Association 
 

� Key  responsibilities shall include ensuring that:- 

o all agreement documentation is clear and comprehensive; 

o all agreement documentation is being effectively communicated to all 
relevant internal and external customers; 

o the intention of all participating parties as outlined in this service level 
agreement is being implemented in practice; 

o feedback is provided to support ongoing continuous improvement in the 
product and service; 

o issues are being dealt with promptly and effectively; 
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17.4 Review Meetings 
 

� Core Team meetings shall generally be held on a monthly basis.  
 

� Project Team review meetings shall generally be held on a quarterly basis.  
 

� All meetings are to place a particular emphasis on a programme of ongoing 
continuous improvement. 

 
� Meeting agendas may typically cover the following:- 

o Matters Arising. 

o Issues Addressed - since last meeting. 

o Current Issues – and proposed actions/solutions. 

o Quality of Products – what defects/maintenance works have been reported? 

o Resident Satisfaction – what issues are arising? What action is needed? 

o KPI Data – assessment of data being reported. 

o Schedules of Work – Anglian in receipt of up-to-date forecasts of programmes 
of work ? 

o Training – all staff appropriately trained ? 

o Action Plan – Review and update. 

o Partnering Document – Review and update. 

o Workload – and new business. 
 

� Minutes shall be taken by Sovereign and distributed to all parties involved within 7 
days. 

 
� In the event of an emergency meeting being required, this can be called giving at 

least 5 working days notice, unless mutually agreed otherwise. 
 
17.5 KPI Reporting 
 

� Anglian shall provide Sovereign and its various purchasing/collaborative partners 
with monthly reports on the following:- 

• Annual Sales/Orders (to date) 

o number of plots; 

o number of windows/doors; 

o average number of windows/doors per plot; 

o total spend/value of orders; 

o average spend/value of orders per plot. 
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• Analysis of Annual Sales/Orders (the above information to be available for) 

o each individual housing association and contractor; 

o all Sovereign Development Consortium members combined; 

o all Westworks members combined;  

o all purchasing/collaborative partners under this agreement. 
 
all ideally split into ‘New Build’ and ‘Refurbishment/Void/Maintenance’ works 

 
• Sovereign shall work with Anglian to determine the following:- 

o Quality of Designs  - accordance with specification/brief ? 

o Supply of Goods - % of deliveries on time in full ? 

o New Build Homes - percentage fitted with the Anglian’s windows ?  

o On-site Quality Control Inspections – Anglian’s assessment on installation 
works. 

 
17.6 Exor Accreditation 

 
Anglian shall maintain registration with Exor Management Services Limited 
(www.exorgroup.co.uk/index2.htm) and meet and comply with their accreditation 
requirements. 

 
17.7 Problem Resolution 
 

� All parties are responsible for identifying where the risk of problems and/or disputes 
could arise, and for determining and agreeing procedures and/or processes that will 
eliminate, as far as is practicable, such risks. 

 
� Adopting and supporting a ‘no blame’ and ‘sharing’ culture, at all levels, is 

considered crucial to promoting:- 

o the early identification of potential or identified problems; 

o shared ownership in resolving issues; 

o maximum benefit from the arrangement for all parties.   
 
� In the event of any problem or dispute arising that has not been resolved at the local 

or project level, or has implications across Sovereign, its collaborative/purchasing 
partners, Anglian, or the partnering arrangement as a whole, senior representatives 
from the parties concerned shall meet in an effort to resolve the issue in accordance 
with the ladders detailed in Appendices ‘M1’-‘M5’, ensuring that a fair and equitable 
solution is mutually agreed. 

 
17.8    Termination Of Agreement 

 
� All participating parties are to be provided, where it is reasonable to do so, with no 

less than 3 months notice that their engagement with the agreement is to come to 
an end. Each party shall make all reasonable efforts to mitigate any costs incurred. 
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18.0 EQUALITIES & DIVERSITY 
 

Sovereign and its collaborative/purchasing partners are committed to equality of 
opportunity for all of the services it provides.  Each aim to ensure that all residents, 
employees and other customers receive equal and fair treatment, free from direct or 
indirect discrimination on any grounds, including: disability, race, ethnic origin, colour, 
religion, age, gender, marital status and sexual orientation. 

 
 Anglian have committed to support these objectives by:- 
 

� complying with their legal obligations under the:- 

o Race Relations Act 1976, as amended by the Race Relations (Amendment) Act 
2000 and the Race Relations Act Amendment Regulation 2003; 

o Human Rights Act 1998; 
o European Equal Treatment Directive 1997; 
o Disability Discrimination Act 1995 and 2005; 
o Sex Discrimination Act 1975; 
o Employment Equality (Sexual Orientation) Regulations 2003 
o Equal Pay Act 1970 (as amended); 
o Protection from Harassment Act 1997; 
o Prevention of Less Favourable Treatment (Part-time Workers) Regulations 2000; 
o Employment Equality (Religion or Belief) Regulations 2003. 

 
and any amendments, additions or further legislation, including all good practice 
guides issued from time to time by any competent or recognised Authority. 
 

� supporting each organisation’s commitment to Equalities & Diversity including 
Sovereign’s Equalities & Diversity Strategy and Equal Opportunities & Diversity 
which can be provided upon request. This shall include considering the use of local 
sub-contractors and/or local employees familiar with local relevant specialist 
equalities and diversity issues where appropriate and reasonable to do so. In the 
event of a disparity with the contractor’s own policy or strategy, then Sovereign’s 
strategy shall take precedence. 

 
Failure to comply with the above, deemed to be a Condition of the Agreement, shall be 
considered as a breach, and shall be dealt with accordingly. 

_________________________________________________ 


