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HEALTH AND SAFETY

· OF WORKERS

· OF EQUIPMENT

· OF THIRD PARTY 

Point 1

Our employees are asked to follow the rules of common sense.  For example:-

Point 0.1

Ladders not to be over reached and to be used at correct angles.  All employees aware of the correct use of equipment so as not to be a danger to others and to themselves.

Point 0.2

Not to use water or any form of liquid around electrical points.

Point 0.3

To follow precautionary rules with use of chemicals in all cleaning procedures.

Sheen Services Limited does provide comprehensive training in the use of chemicals and equipment as set out in the data sheets and manufacturers recommendations, which are set out clearly to employees. It is then the resposabilatey of each employee to follow the data sheet. 
Point 2

All equipment is of a high standard and meets the British Standards.  A safety check, to be carried out once every two months, to check for frayed wires and surface cracks to machines used. SHEEN Services will hold copies to verify checks have been carried out.  Appropriate care is taken with detergents.   Eye wash and First Aid kit shall be readily available and is provided by Sheen Services for each team or employee as may be the case.

Point 3

All care shall be taken that COSSH regulations are carried out and instructions of the correct use of chemicals is given to employees and ensure they understand the written instructions of chemicals used.  

Point 4

Each employee is responsible to identify to Sheen Services of any medical reasons why certain activities cannot be carried out by operative on medical grounds

Point 5

All equipment, if stored on site, is to be in a safe place.  Equipment stored in vans is stored in such a manner so as not to cause harm to driver.  Vans are fitted with adequate protection to prevent such.  While on the job all work is undertaken in a responsible way, so no harm is to come to third parties.  Warning signs shall always be visible to prevent any possible accident. 

Point 6

Employees are not expected to work long hours without breaks thus causing fatigue. Work time regulations are practiced. The working day is balanced between travelling time as well as the time the work will take to carry out, therefore cutting down on accidents.  

Point 7 
Employees are not expected to put them self’s at risk. If by carrying out works they feel that there personal safety is at risk dew to developing circumstances work is cease.   
Operation of sheen services 

Quality Service Delivered and Maintained

Sheen Services Limited remembers on all occasions that we are representing the client and upholding its reputation.  If a resident can walk into facilities which are clean and orderly, this will not only give us pleasure in a job well done, but will also say something of the client that is being worked for.  It has been the Director’s ethos in life that whatever he does to do well, then to improve.

Sheen Services is delivered by trained and operatives, who have been chosen based on their competence and conscientious attitude.  Upon receipt of specification of works, further training, if necessary, is provided by an approved training organisation.
Management Systems

Sheen Services Limited has strong belief in a “hands-on” commitment to the running of our business.  As a result, we liaise with managers, and operatives on a regular basis.  How is this possible? 

1) Regular monthly meetings with operatives to voice any concerns or problems faced during the month.  The above meetings are personally undertaken by the Director.  At such meetings, Director’s concerns are also voiced.

2) All sites cleaned by Sheen Services Limited at present are visited by management.  These visits are with the purpose of ensuring works carried out are of a consistent high standard.

3) As and when necessary director and management will arrange face to face meetings with clients giving them opportunity to offer opinions/concerns and will also attend when clients request our presence on a pre-arranged date.

4) We can liaise with residents via e-mail and mobile phone communication.  Where permission is grant, our details are clearly displayed on site for the above reason. (This enables Sheen Services to deal swiftly with any problems which may arise).

5) Operatives as well as client can contact management on all occasions by means of mobile phone communication and e-mail on any queries or advise.

Communication Systems between operatives 
Mobile phone communication and e-mail
Client Liaison 

Client liaison is taken very seriously by Sheen Services Limited.  Director and Management are available to client.  Without reiterating above comments too much, support is generated by regular meetings with client as and when nessassery.

Performance Management and Review

Upon commencement of Contract and specification given by client a further check list is set-up by Sheen Services Limited.  This is then used by Quality Control Management to assess the continued adherence to specification given by client as well as our own specifications.  This will ensure a high level of cleanliness.

Once the above has been completed, a meeting shall be set-up between Director and Management to assess any adjustments need to be made.  This information will then be collated over the weeks/mouths which will give us an overview of performance and necessary steps taken.  A meeting will then be arranged with client to determine their opinion based on collated information from us.

How is information collated?

1) Electronically 
2) Photographic
3) Written 
Information Technology

Sheen Serviced Limited has access to e-mail and mobile phones P.D.A.  Such technology is used in various ways.  It is our desire to cut down paper wastage, so therefore e-mail is our main means of communication.  All letters, e-mails, complaints, commendations non confidential are stored on an external hard drive.  Personal details and confidential correspondence are not stored electronically.  Personal information of employees are stored on the Inland Revenue database.  Confidential Contract information upon receipt is deleted and a hard copy made.

We are in the process of looking at Wasp Bar-Coding Technologies (http://www.waspbarcode.co.uk) to aid us in our quality control systems and work performance.
Customer Care Policy

· We work hard to meet the expectations of all.
Our operatives

Courteous and Professional
· easily identifiable in a blue uniform and/or wearing a name badge. 

· they aim to be polite, and give an efficient service.

· they will be fair in the way they deliver their service and treat all members of the community equally. 

· our staff will deal with the public with sensitivity and discretion.
Customer Charter

· Each person is an individual and is treated as such.

Our company is
· constantly improving services.
· honest and open in dealing with the public, giving adequate information about our services.
· delivering services in a way that gives good value for money. 

· talking to cliants about our services and uses about their views to make improvements to our service.
· treat everyone fairly and with respect and we will be polite and helpful when you/they contact us.
· putting matters right as speedily as possible if we get something wrong.
· working along with clients to give them a good service.
· treating matters in confidence.
Complaints Procedure

· We believe in direct contact as this aids efficiency and client relations.


With experience we have seen that the best way to solve a complaint and to achieve client satisfaction is to deal with the issue at the point of initial contact. Generally, this is handled by the operative and information then passed on to Managers
i.e

Client:

“I wish to complaint the toilets have not being cleaned”. 

Action: 
the operative will then go back and clean the toilets

We will ensure that all cliants are dealt with as quickly and efficiently as possible.  How?  We aim to deal with all telephone enquiries immediately during office hours.  Where necessary we will take their details and call back. We aim to deal with all written requests as efficiently and accurately as possible.  Our contact details will be clearly displayed on site with permission from client.  This will give cliants direct contact with cleaning contractor.  We will never be operating an automated telephone service.  We believe in direct contact as this aids efficiency and public relations.

Public Interface

· Being contactable in various ways

This will come in various forms:-

1) World wide web

2) Telephone communication

3) Face to face consultation

The set-up of the above will depend greatly on the areas being serviced.  This will depend on client.  Such contact will be between office hours; however e-mail facility will give a 24 hour feel.  

Systems of communication

1) World wide web

2) Telephone communication

3) Face to face consultation
Client consultation

As far as we can understand, such consultation will be initiated directly from you via client. Sheen Services will be committed to the attendance of any meetings which have direct bearing on Contract undertaken.  Upon receipt of Agenda, Director will present information requested.

· In short we are committed to bending over backwards to please the public 

“Sheen Service Ltd. takes very seriously the preservation of the environment and the use of renewable energy. The company’s impact on the environment must be minimised at all costs. We must search for ways to prevent damage and I will try to maintain and monitor ways in which we can comply to governmental standards”.

The director sheen services ltd 

Environmental Policy

Work should be carried out with the least impact on the environment!  Outlined below is what Sheen Services proposes to do to fulfil the above:-

1. Correct use of chemicals 

a. Mixed to correct dosage 

b. Not used irresponsibility, use as directed on date sheet 

c. Disposed of in the correct manner

d. Bought from responsible supplier

e. Mack sure ecological information is adhered to 

f. Training of operatives to comply with above 

2. Recycle as much as possible

· Paper

· Printouts are only done if necessary.  If an email can be sent such will be done. Invoicing is done via email if companies can accept such. 

· Sheen Services does not need a remittance slip or copy of invoice as in house records will be sufficient.  This will cut down on unnecessary paperwork.  Sheen Services accepts BACS. 

· All documents shall be printed on both sides. 

· Corporate note taking or internal massages will be taken on recycled paper.

· All paper shall find its way to recycling facilities.

· Printing cartridges

· This shall be deposited at the recycling facility in office supply stores.

3. The use of public transportation

a. As and when public transport can be used to carry out work such shall be used. 

4. responsible use of company vehicles  

a. Vehicles shall be properly maintained so running efficiently.

b. They shall not be left running while contract is being carried out.

c. All vehicles shall be fitted with a catalytic converter. 

d. Continued investment shall be out-laid to minimise our impact. 

5. Environmental Charter

This Charter will continue to be monitored and will be amended when necessary.
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