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On Call Contract Arrangements Policy
1. Background
i. At Nationwide, we have a management structure that focuses on maintaining high levels of communication and a good working relationship.  The Operations Manager will be responsible for communicating with the client on a regular basis to discuss any issues or changes within the building.

ii. They will also attend weekly walk-rounds with the client accompanied by our independent Audit manager to ensure that the SLA is being adhered to.  

iii. At the commencement of every contract the client is given our procedures for contacting our management team in an emergency.  Although the Operations manager is the primary contact for the client, there is a management structure supporting this role.

iv. Nationwide also runs a helpdesk where each call is logged and passed to the relevant management team to action.  This is available to all our clients to use for various reasons i.e. ordering, registering problems or emergencies that may arise.   Our On Call Procedure is outlined below;

2. Introduction
i. There is a range of situations and activities within the contract that require some form of emergency on-call arrangement to ensure health and safety and business continuity for 24 hours a day, 7 days a week.  Examples will be reasonably limited, as most situations can be deferred and dealt with during normal working hours.  

ii. In establishing this policy, it is anticipated that managers will think carefully about the operational requirements, and will endeavour to provide on-call cover where necessary.  

iii. However, areas where situations require immediate and specialist attention might include Station Cleaning, where staff may be called in to attend to cleaning issues or client requests at any time.  Stations where staff on duty need to be able to seek emergency advice, guidance and/or support from senior staff or specialists on particular issues arising out of normal working hours; 

3. Implications of being ‘on-call’
i. Being on-call severely restricts what individuals can do, in what would otherwise be their free time.  They may not visit any place where mobile phones are prohibited (theatre, cinema, concerts and hospitals) or where reception is poor.  They must not consume alcohol as this could impair their ability to get to the contract or to do their work safely and appropriately.  They are limited as to the sort of social, sports or other activities they can plan for or participate in.  These restrictions apply regardless of whether they actually receive a call, and irrespective of whether they are required to deal with problems either by phone or computer, or by attendance at work.  

4. Existing ‘on-call’ arrangements
i. Currently within the organisation there is provision for compensating those who are on-call, each of our contracts will have dedicated contracts managers for on-call arrangements.
5. Proposals
i. As the need to be able to deal with “critical incidents” immediately increases, and as more elements of the Contract’s activities require 24/7 attention, there is a need to regularise the arrangements for dealing with emergencies, to provide cover in such a way as to provide certainty for both individuals and the organisation, and to ensure that individuals are appropriately rewarded for participating in “on-call” activities.  This proposal attempts to provide a practical and equitable way forward
6. Definition of on-call

i. Our Helpdesk carries a list of over 10 names of individuals who may be contacted in the event of an emergency arising.  However, not all of these would be deemed to be “on-call”.  

ii. Staff eligible to receive compensation for being on-call will be those who are clearly designated by their manager, and by agreement with themselves, as being available and on-call for a given period. On-call hours for staff “below the line” are those outside their contracted hours; for staff “above the line” they are as determined by management according to normal work patterns.  Staff both “above” and “below” the line will be performing “unmeasured work” whilst on-call.

iii. Decisions on the requirements for on-call provision are management decisions.  However, having determined the nature and level of on-call provision, managers will then discuss with individuals their participation, or otherwise, in such arrangements. Existing members of staff who are not currently contracted to undertake on-call duties will not be “required” to participate in such arrangements against their will.  New members of staff will have any such requirements written into their terms of employment and such a requirement will be made clear in advertisements for such posts.

iv. Individuals are not expected to remain on the contract’s premises whilst on-call.  However, they will be expected and required, by virtue of this agreement, to respond to calls during their “on-call” period and to deal with them appropriately and within a reasonable timeframe, attending the workplace if necessary.  The individual will not be permitted to refer the call on to others, unless it has been directed to them inappropriately.  Individuals will be expected to fulfil responsibilities arising as a result of being on-call to acceptable standards.  

7. Exclusions

i. On-call compensation will NOT be provided to those who may be contacted in the hope that they might be available to respond, or to those who have themselves requested that they be contacted in specific circumstances.  

ii. On-call compensation is also NOT applicable for those staff attending work on a planned basis during unsocial hours, to undertake specific tasks for which they are appropriately compensated.  

iii. On-call is also NOT applicable for those most senior managers who ensure that they can be contacted “out of hours” in the case of emergency, but for whom no formal arrangements/restrictions apply.

iv. In all cases, the rates above will be reviewed annually in line with the annual pay award.

8. Equipment

i. The Company will provide mobile phones or emergency pagers for those who are designated as being formally on-call.  This may be shared or may be individually allocated.  It will be a management decision as to the nature and extent of equipment provided off-site to assist staff in dealing with emergencies remotely.  For example, the company may provide computing facilities, and broadband access where appropriate to enable individuals to discharge their on-call responsibilities.

9. Travel Expenses

i. Staff required to attend work over and above the normal number of return journeys for their normal working week, as a result of being called-out will be eligible to receive travel expenses for each additional return journey.

10. Safety and Security

i. The Company endeavours to provide a safe place of work.  Any member of staff attending out of hours must report their attendance to Security Services.

ii. Where any individual is called to a situation where they feel their health and safety is threatened, this must also be reported to the Security Staff on duty at the time, and the individual should discontinue working until such time as their health and safety is assured.
11. Establishing Rota’s 

i. Departments must ensure that where a rota system is established, the rota is constructed fairly and equitably, taking account of the nature of the substantive role, and the frequency and intensity of predicted call-out, and the preferences of the on-call staff.  

ii. Where there are a large number of individuals with the appropriate skills, the rota should be shared equally amongst all of those wishing to participate.  

12. Frequency of “on call”

i. The general rule will be that no individual will be required to undertake “on call” duties more frequently than one-in-four , particularly where the “intensity” of on-call demand is high.  However, it is recognised that sickness, holiday cover and the exigencies of a particular service may result in individuals being required to participate more frequently on occasions

13. Review of arrangements

i. These arrangements will take effect from a future date, to be specified.  They will not be retrospectively applied.

ii. A review of arrangements will take place one year after implementation.  

iii. Where an individual has a complaint or concern about any aspect of these arrangements and/or their own on-call commitments, they should in the first instance raise this with their line manager.  If the matter cannot be resolved at that level, either party should refer the matter to their Personnel Manager.

Signed: 

Gary Nourse

Director
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