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This policy defines how Amplius plans, prioritises, procures and 
delivers planned work across its homes. It sets out the governance, 

customer engagement and contract management arrangements that 
underpin safe, compliant and effective delivery. The policy ensures 

investment decisions are evidence-based, deliver value for money and 
support customer outcomes. 
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Part 2 

Policy introduction 
Scope 

This policy supports Amplius’ values and is a commitment to improving lives and supporting 
colleagues by:  

• Establishing the definition of planned maintenance and identifying elements which 
formulate the programmes. 

• Establishing the methodology for formulating the work programmes. 
• Identifying the method for procuring planned work contracts. 
• Ensuring customer choice and feedback within the programme. 
• Identifying the method for reporting and monitoring progress. 
• Ensuring work programmes are aligned to clearing or addressing the Decent Home 

Standard failures, together with measures to improve the energy efficiency of all 
stock. 

 

This policy refers to the planned maintenance programme only. A separate policy exists 
relating to responsive repairs. 

The term Amplius incorporates all member companies and subsidiaries which includes 
Teetotal Homes.  

This policy applies across Amplius, covering the planning, procurement, and delivery of 
planned maintenance and improvement works across all Amplius-owned and managed 
homes.  

The policy applies to:  

• Amplius colleagues involved in asset investment, property operations, housing 
management, and customer services. 

• Contractors, suppliers, and delivery partners engaged to carry out planned 
maintenance or associated works. 

• Consultants, surveyors, and professional service providers supporting the design, 
specification, or assurance of planned works. 

 

Key internal stakeholders responsible for delivery include: 

• Asset Intelligence and Planned Contract teams (programme design, technical 
standards, contract management). 

• Property Operations (Void and Repairs) teams (customer liaison, works 
coordination, local intelligence). 

• Accessibility / Special Projects and Retrofit (SHDF) Teams (customer liaison, works 
coordination, local intelligence). 

• Housing, Independent Living, Homeownership and Customer Service teams 
(supporting customer communication, identifying vulnerabilities, resolving issues, 
local intelligence). 
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• Procurement and Finance teams (contracting, performance monitoring, value for 
money). 

 

Compliance colleagues (providing input into specialist areas such as heating systems or fire 
safety specifications, where required). 

The policy does not form part of any colleague’s contract of employment and the policy may 
be amended at any time.  
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Part 3 

Policy details 
Formulation of Works Programme 

Planned maintenance programmes are developed annually using: 

• Stock condition data 
• Repairs history and component performance 
• Compliance and safety information 
• Customer insight and operational intelligence 

 

Programmes are informed by our 5, 10 and 30-year financial forecasts, although budgets are 
approved annually. 

Programmes are recommended by Asset Intelligence and Planned Contracts, formally 
approved by the Customer Experience Committee (CEC), and overseen during delivery by 
the Customer Experience Committee and the Asset Investment Steering Group (AISG). 

Once approved, programmes are treated as fixed for delivery. Changes will only be made 
where required for: 

• Statutory compliance 
• Health and safety 
• Material access constraints 
• Other significant and demonstrable risks 

 

Works will be grouped geographically where practical and aligned with retrofit and 
decarbonisation activity to minimise disruption and avoid duplication. 

Prioritisation of Planned Maintenance Programmes 

Investment will be prioritised using transparent, evidence-based criteria. As a minimum, we 
will consider: 

• Statutory and building safety obligations 
• Current and projected Decent Homes Standard failures 
• Condition, remaining life and economic viability of components 
• Customer impact, including vulnerability 
• Opportunities to coordinate works 
• Deliverability and contractor capacity 

 

Large programmes may be delivered in defined phases to manage risk, maintain quality and 
support continuous improvement. 
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Procurement of Contracts 

Planned maintenance procurement will be undertaken in accordance with Amplius’ 
Procurement Policy, Financial Regulations and applicable legislation. 

We will use our organisational scale to secure value for money, manage risk and deliver 
high-quality outcomes for customers. 

For planned maintenance and major works, the Asset Investment and Planned Contracts 
teams will determine: 

• Scope and technical standards 
• The level of risk and service criticality 
• Proposed contract form, duration and structure, including lotting where appropriate 
• Evaluation criteria, including quality, customer experience and social value 

 

These decisions will be developed with procurement input and informed by commercial and 
compliance advice. 

Procurement will advise on the route to market, legal compliance and commercial strategy. 
Governance and approvals will follow the Delegations Framework and Procurement Policy. 

Contract Term, Form and Governance 

Contract form and length will be agreed before tender. They will reflect delivery risk, how 
critical the service is, market conditions and value for money. 

When deciding contract length and structure, we will consider: 

• The need to maintain service continuity and the risks of changing or losing a 
supplier 

• Health, safety and statutory compliance requirements 
• Opportunities to align end dates with other contracts to support efficiency and 

aggregation 
• Market conditions and supplier appetite 
• Supplier capacity, resilience and long-term sustainability 
• Alignment with our asset investment strategy 
• Our ability to manage performance and hold suppliers to account 

 

Safety-critical or high-risk services may require longer terms or appropriate break clauses to 
protect customers and maintain stability. 

Contract length or form alone will not determine risk level or governance route. Where 
proposals are justified using the principles above and comply with the Procurement Policy 
and Financial Regulations, approval will follow the Delegations Framework, informed by 
procurement advice. 

Contracts will not be extended automatically. Decisions to extend or re-tender will follow the 
Procurement Policy and agreed governance routes. 

Where possible, procurement activity will be planned to avoid starting multiple high-risk or 
high-value contracts at the same time. 
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Specifications 

Amplius will maintain clear, consistent specifications across all planned maintenance and 
improvement programmes to ensure quality, durability and value for money. 

Specifications will: 

• Meet all legal and regulatory requirements 
• Deliver appropriate durability, performance and maintainability 
• Support lifecycle value and long-term asset performance 
• Promote consistency across regions while ensuring equity of customer experience 
• Specifications will be informed by customer feedback, operational insight and post-

contract evaluation. 
 

Where customers have specific needs, including vulnerability or supported housing 
requirements, tailored specifications may be adopted where justified on a needs and value-
for-money basis. Lifecycle planning will reflect higher-wear environments where appropriate. 

Specifications will be subject to structured, periodic review to ensure continued compliance, 
cost-effectiveness and alignment with customer needs and strategic priorities. This review 
process will be overseen through established governance arrangements. 

Our specification framework supports: 

• Net zero readiness 
• Building and fire safety compliance 
• Reduction of future maintenance burdens 
• High-quality, consistent customer outcomes 

Customer Choice 

Amplius is committed to ensuring that customers have meaningful input into major repairs 
and improvement works. We will consult with customers on proposed programmes, led by 
our Resident Liaison and Customer Experience leads, working closely with operational 
colleagues as required. 

Engagement will be delivered through a range of methods including: 

• in person meetings,  
• drop-in sessions,  
• mail-outs,  
• digital channels  
• formal consultation via the CEC. 

 

Customers will normally be offered appropriate choices within agreed specifications and 
contract scope. Choices will reflect operational practicality, value for money and property 
constraints. 

Officers and surveyors will consider individual circumstances on each project, including 
where customers are older, disabled or otherwise vulnerable. We will tailor communication 
and consider reasonable adjustments where needed, involving specialist professionals 
where appropriate. 
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This approach supports inclusive design, equity of service and positive customer outcomes. 

Customer Refusals (Works and Access) 

If a customer refuses planned works or access: 

• We will record the refusal and reasons.  
• We will assess any health or safety risks. 
• We will work with housing and support teams to understand concerns and offer 

solutions. 
 

Where works relate to statutory or significant disrepair risks, further action may be required 
to meet legal obligations. 

Refusals will not be treated as permanent, and we will review them regularly, usually yearly. 

Contract Management, Works Inspections, KPIs and Quality Assurance 

All planned maintenance contracts will be subject to structured contract management to 
ensure safe, compliant and high-quality delivery. Oversight will be proportionate to risk, with 
greater scrutiny applied to higher-risk or strategically critical programmes. 

Performance Monitoring 

Each contract will operate against agreed Key Performance Indicators covering programme 
delivery, cost control, health and safety, quality, customer satisfaction and regulatory 
compliance. Performance will be reviewed regularly and will inform decisions on remedial 
action, contract variation, extension or re-tendering. 

Contract reviews will also consider delivery of agreed environmental and social value 
commitments. 

Programme Mobilisation 

Planned maintenance programmes will be mobilised in a controlled and phased manner to 
ensure readiness, manage risk and support continuous improvement. 

Works Inspections and Quality Control 

All programmes will be subject to structured pre-, mid- and post-inspections through a 
combination of physical and digital assurance methods. 

Inspection levels will be risk-based and linked to live contract performance ratings. Higher 
inspection coverage will apply where performance or delivery risk requires it. Inspection 
intensity may be reduced where sustained strong performance is demonstrated and 
reinstated where standards decline or new risks emerge. 

Customer Insight 

Customer experience will form a core element of quality assurance. Complaints, satisfaction 
data and Tenant Satisfaction Measures will be used alongside technical performance data to 
identify trends, challenge underperformance and drive service improvement. 
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Supplier Relationships 

Amplius will build and maintain professional and constructive supplier relationships. Contract 
reviews will assess performance, compliance and delivery of agreed social value outcomes. 

Equality, diversity and inclusion 

Amplius is committed to embedding equality, diversity and inclusion across planned 
maintenance programmes. 

We will: 

• Design inclusive services based on customer insight. 
• Provide adaptations and adjustments where needed. 
• Monitor equality performance within our supply chain. 
• Support colleagues and contractors with appropriate training. 

 

We will assess equality impacts of our planned maintenance activities and report key 
findings through governance processes to ensure transparency and accountability. 

Additional needs (addressing vulnerabilities) 

Amplius understands that some of our customers and service users may be vulnerable for 
various reasons. Our policies will consider the recommendations made by the Housing 
Ombudsman and other regulatory bodies regarding vulnerabilities. Amplius will take a 
proactive approach when making decisions about customers or service users and, where 
possible, will tailor our services to meet their needs and support vulnerable individuals.  
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Part 4 

Compliance and administration 
Legal and regulatory compliance 

This policy fully complies with Amplius’ legal and regulatory obligations. 

• Landlord and Tenant Act 1985 
• Regulatory Reform (Fire Safety) Order 2005 
• The Gas Safety (Installation and Use) Regulations 1998 
• Building Safety Act 2022 
• Decent Homes Standard 
• Housing Health and Safety Rating System (HHSRS) 
• Management of Health and Safety at Work Regulations 1999 
• Construction (Design & Management) Regulations 2015 
• Public Procurement Act 2023 (for procurement compliance). 

 

This list is not exhaustive, and policy authors will undertake thorough research and/or seek 
professional advice to ensure that Amplius meets its obligations and complies with the 
current and relevant legislation and regulations.  

Evaluation, review and performance monitoring 

This policy will be reviewed on a Triennial basis to ensure that it remains fit for purpose. A 
policy review may also be required earlier, in response to internal or external changes for 
example changes in legislation. Prompt and effective action will be taken where 
improvements are identified. 

Following formal approval of the annual planned maintenance programme in line with the 
Programme governance and approval arrangements set out in this policy, performance and 
delivery will be monitored through the following governance mechanisms: 

Asset Investment Steering Group (AISG) - Bi-monthly reviews chaired by the Chief 
Operating Officer, providing operational oversight of planned maintenance delivery against 
the approved programme. This will include performance against KPIs, performance against 
budgets, value for money, risk management, and assurance activities. 

Customer Experience Committee (CEC) - Quarterly reports summarising programme 
performance, customer outcomes, Decent Homes compliance, and alignment with agreed 
investment priorities, providing appropriate governance, scrutiny, and customer-focused 
oversight. 

Executive and Board Oversight - Annual summary reports providing assurance on 
compliance with legal and regulatory standards, including Decent Homes and Building 
Safety, alignment with the Safety and Quality Standard, and delivery of strategic asset 
investment objectives. Material risks, breaches, or systemic issues will be escalated to the 
Executive and Board as required. 

External reporting obligations, including to the Regulator of Social Housing, will be met 
through statutory returns, Tenant Satisfaction Measures, and other regulatory submissions. 
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Related policies 

• Homeownership Management Policy 
• Procurement Policy 
• Responsive Repairs Policy 
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Part 5 

Appendices 
A. Associated documents – Internal procedural document, colleague use only 

• Planned Maintenance Procedure 
• Program Creation Timetable 
• Component Lifecycles. 
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Part 6 

Changelog 
 
Amended date Summary of changes Version № 
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