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Introduction

Floor and Wall Ltd (“The Company”). are responsible employers and we take our obligations to our maintain the
highest standards and exceed Client expectations in all our practices:

Aims of the Policy
This policy aims to:

e Promote awareness of Company policies and implementing them as standard working
practices.

e Ensure that the Client is delivered a service that adheres to the highest standard.

e Promote Client expectations and ensure that sufficient training is made available to our
Employees to deliver and exceed safe working practices and client expectations.

With our Employees we will:

e Ensure that all Employee's of the Company hold the highest training and
qualifications appropriate to their role services;

e Ensure that all Employee's understand the foundation of their day-to-day practices
are centered around Client focus and the importance of upholding and delivering our
working practices and any of those of the Client that are stipulated.

e Ensure that Employee's are encouraged to exceed Client expectations in ensuring
that our obligations are met.

e Communicate in a clear and transparent way contract performance reviews against
targets and regular weekly briefings.

e Encourage/Capture good practices and good ideas displayed demonstrated
throughout the Company.

e Promote accountability of skills and aim for a Zero defects result.

With our Client's we will:

e Clearly determine the Client's expectations of finish and use prior to installation, to
ensure that the Client receives a product that meets the same.

e Ensure that Client's have a clear understanding of limitation of any product use and
finishes that can be achieved to avoid completion delays.

e Communicate clearly throughout the process of our service any issues or problems
established that will either affect the end result or the time frame of delivery.

e Where required, stop works to prevent poor performance or finish until both the
Company and Client have determined the best way forward to establish a beneficial
position to both parties.

e Seek feedback from the Client in the services rendered, review any feedback
provided and implement training process improvement as a result of appropriate
feedback.

With our Supply Chain we will:

e Clearly establish our expectations and control mechanisms for test and inspection
before work commences.

e Reduce risks to quality by ensuring a clear agreement is in place between the
Company and Supply chain including but not limited to - payment terms, delivery,
operational standards, logistics, workmanship, policy and health and safety
standards.

e Procure all goods via formal written purchase order detailing terms and logistic
requirements

e Hold Suppliers accountable in meeting the operational and logistics terms issued with
the purchase order to prevent delays

e Promote accountability of service and aim for a Zero defects result.
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With our Subcontracted Labour we will:

o Clearly determine the Client's expectations of finish and use prior to installation, to ensure that
the Subcontracted Labour meet the same.

e Procure Subcontracted services via formal written purchase order, alongside the Companies
terms and conditions and Standards of service.

e Ensure that our Employee's communicate prior to works commencing safe working practices
required whilst on site, and the expected finish and detailing standards.

e Encourage Subcontracted Labour to communicate clearly throughout the process of their
engagement any issues or problems established that will either affect the end result or the
time frame of delivery.

e Encourage where required, the subcontracted labour stop works to prevent poor performance
or finish until both the Company and Client have determined the best way forward to establish
a beneficial position to both parties.

e Seek feedback from the Subcontracted labour in the services rendered, review any feedback
provided and implement training process improvement as a result of appropriate feedback.
e Promote accountability of skills and aim for a Zero defects result.

e Audit all Subcontracted Companies for right to work practices, method statements, Risk
Assessments.

On our Projects we will:

e  Work closely from commencement with the Client and communicate ongoing requirements to
ensure the standards expected and installation align.

e Establish inspection and test plans before commencement to prevent delays at handover
stage.

e Have the works areas signed of and handed over to the client in an agreed phasing plan.

e Control site documents and reporting to ensure that the Project Management Team are
focused on execution of services and not administration.

e |dentify Time, Cost and Quality procedures as a high priority on every project

e Encourage at all times, best practices and focus on reducing wasted time/effort and increasing
value/efficiencies

Our control mechanisms to achieve:

e Carry out audits of site practices using our appointed Health and Safety Consultants
e Pre-contractual letting meetings in which standards are communicated at early engagement

e Internal handovers between Sales, Procurement and Operations to create mutual agreement
and engagement of practices.

e Weekly review of program to ensure that productivity to value is maintained

e Follow contract stipulations in communicating to Clients Non-conformances, time delays,
program revisions.

e Follow administrative schedules that communicate the Companies position to the Supply
chain.

e Maintain a framework for analysis of date and drive improvement of existing policies
e Promote SMART Quality objectives to meet our policy commitments above.
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