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Centre Management Welcome

Welcome to High Chelmer.

High Chelmer’s Tenants’ Handbook has been provided to guide and inform 

you on the operation and day-to-day running of the Centre.  The handbook 

should be seen as a reference manual and should be kept in your unit at all 

times for easy reference.

All staff should read the handbook and be familiar with the contents.  Any 

questions should be directed to the Centre Management Team.

Happy Trading!

DISCLAIMER

This handbook is issued for the tenants and provides information on the day to day operation of the Centre.  It 
is not intended to provide a detailed commentary on the terms of any individual lease nor may its contents be 
relied upon in the absence of consulting any individual lease. In the event of any conflict between this 
handbook and any individual lease, the terms of the individual lease will always prevail.
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1. High Chelmer Information - Your Centre
High Chelmer is managed by Capita on behalf of LaSalle Investment Management (LIM), the 
managing agent of the landlord, Coal Pension Properties Limited (CPPL).  CPPL is controlled by the 
trustees of the British Coal Superannuation Scheme and Mineworkers’ Pension Scheme. LIM is an 
international company and currently has £28.6 billion of assets under management worldwide.

There are a number of shopping centres included in the LIM UK portfolio, most of which are directly 
managed by Capita.

High Chelmer is approximately 31,505 sqm or 339,120 sqft (this figure excludes Threadneedle House 
– a six storey office block – but includes all of the Centre’s common areas) and has 29,019 sqm or 
312,361 sqft of lettable space. High Chelmer is situated in the heart of Chelmsford City between the 
High Street, covered retail market and multi-storey car park, which has 1,012 parking spaces. 

High Chelmer was designed in the late 60’s and the development was completed in 1971. The Centre 
was first refurbished in 1985, incorporating new mall floor finishes and a polycarbonate barrel vault 
roof throughout, with c £3 million invested. 

Further refurbishments then took place, over three phases, between 2007 and 2010 in order to bring 
the mall environs into the 21st Century, with a further £3 million invested. In 2011/12 a £5.4 million unit 
extension project was completed incorporating the opening of a 5,574 sq m Primark unit in the heart 
of the scheme.

October 2014 saw the start of the c£3.1 million West Mall Infill scheme which transformed and 
extended the southern side of West Mall. Next was the anchor store for this project which also 
included a suite of new Customer Toilet Facilities – a first for the Centre.

In 2015 at a cost of c£4 million the external end of Exchange Way was transformed into The Exchange 
Restaurant Quarter. By extending and reconfiguring existing units four new restaurants with al fresco 
dining were created. July 2016 saw the start of the opening of Carluccio’s, Cote Brasserie, Turtle Bay 
and Bourgee and a fifth restaurant in early 2017 - Banana Tree. 

High Chelmer comprises over 80 retail units including, Boots, Next, New Look, Primark and Topshop/
Topman. In addition, there is a nightclub, a Restaurant Quarter and a six storey office complex, 
Threadneedle House. 

High Chelmer has a pedestrian footfall of c 9 million visitors per year and holds primary position in 
the City central shopping area.

A plan of High Chelmer is located in Appendix 1 and a list of tenants and contact details is located in 
Appendix 2. Please note High Chelmer is an active asset and businesses change on a regular basis. 

High Chelmer has won several awards over the years including Best Customer Service Awards over 
three consecutive years, Best Regional and National Team over two years for the BSIA Security Officer 
Awards and numerous awards for its outstanding environmental performance.  Furthermore for the 
Primark build High Chelmer won a BCSC Gold Award for Best Refurbishment/Extension and a 
Secured by Design Award, an official police security initiative and the new Customer Toilets won 
Platinum Loo of the Year.  
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2. Trading Hours
Monday 08.30 – 18.30

Tuesday 08.30 – 18.30

Wednesday 08.30 – 18.30

Thursday 08.30 – 19.00

Friday 08.30 – 18.30

Saturday 08.30 – 18.30

Sunday 10.00 – 16.30

Some store trading hours will vary. On occasion a census will be requested from tenants regarding 
trading hours, which may initiate a change to some opening times, for Bank Holidays and over the 
Christmas period.

 Mall Opening Hours
Monday 07.00 – 18.30

Tuesday 07.00 – 18.30

Wednesday 07.00 – 18.30

Thursday 07.00 – 19.00

Friday 07.00 – 18.30

Saturday 07.00 – 18.30

Sunday 09.30 – 17.00

Mall doors open early for deliveries of fresh produce and for tenant cleaning teams, including. 
Window cleaning.

 Customer Toilet Opening Hours
Monday 09.00 – 18.30

Tuesday 09.00 – 18.30

Wednesday 09.00 – 18.30

Thursday 09.00 – 19.00

Friday 09.00 – 18.30

Saturday 09.00 – 18.30

Sunday 10.00 – 17.00

The opening hours will vary according to trading hours, which may change for Bank Holidays and 
over the Christmas period.



10 High Chelmer Tenants Handbook highchelmer.com

3. Centre Management
Address: 15a Exchange Way, Chelmsford, Essex, CM1 1XB

Phone number: 01245 260755

Email: Enquiries@highchelmer.com

Website: highchelmer.com

Not a bad lot really!

The Centre Management Team is always available to deal with tenants’ concerns and queries 
regarding day-to-day operations at the Centre. Please do feel free to contact us on the above 
telephone number or by e-mail. If you wish to meet with a member of the team please make an 
appointment. 

The Centre Management Office is located in “Alpha” service yard.  However it is advised that visitors 
book in at the Customer Service office accessed via the service corridor at the rear of Starbucks café 
in Central Square.

Mick McDonagh 
DipSCM FRSA 

Centre Manager

Karen Howard 
Centre Administrator

Natalie Rodrigues 
Sunday Manager 
& Administrator

Carley Beck 
DipSCM 

Deputy Manager

Jacqui Dunphy 
Centre Administrator
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4. Customer Service Personnel (CSP)
In addition to security, provided through a state of the art CCTV system, comprising in excess of 60 full 
colour cameras covering service yards, malls (internal and external) and the lift lobby at 
Threadneedle House, High Chelmer is also securely covered 24 hours a day, 7 days a week, by a 
team of professional Customer Service Personnel (CSP).

The CSP role is to ensure customers and employees enjoy a safe, secure and clean shopping 
environment throughout the common areas of the Centre. For health, safety and public hygiene 
reasons, the following rules apply to everyone using the Centre:

• No Dogs (except guide/assistance dogs);

• No Cycles;

• No Skates/skateboards;

• No Smoking;

• No drinking alcohol.

Our collective experience leads us to believe that these measures are for the benefit of the vast 
majority of the Centre’s visitors.

All CSP communicate within the Centre via digital radios, linking also into the Town Net Radio System. 
The City Net System is City-wide radio network which passes security information to radio users, City 
CCTV control and the police. 

If tenants require the aid of CSP for instances such as first-aid, assistance in dealing with difficult or 
aggressive customers or cases of shoplifting, High Chelmer’s CSP are only able to enter your unit to 
help if the relevant Customer Service Assistance Authorisation Form is signed located in Appendix 3.

In addition to their regular duties of safety, security and control of the service yards, all CSP are trained 
in first aid and the use of defibrillators. The team provide information and assistance to the general 
public. They also undertake a variety of duties within the service yards, which include regularly 
collecting flat packed cardboard and clear plastic from tenants for recycling. Contaminated items, 
however, cannot be collected and each tenant is responsible for the control of and collection of their 
own malodorous waste.

Additionally CSP are responsible for conducting tenant visits to obtain, update and collate data and 
information on a regular basis including;

• Shop Performance Monitoring - monthly data and figures used to gauge the climate of retail 
sales and the performance of individual tenants within the High Chelmer;

• Key holder details – updated monthly for use in emergency situations; 

• Job vacancies and promotional offers – data is collated for inclusion on the Centre’s website 
(Highchelmer.com). Tenants may directly contact the marketing agent ‘Bewonder’ to include such 
information on highchelmer.com, see information located in Section 5 

Your co-operation in providing the requested data/information assists Centre Management in 
compiling reports and updating records. Relevant feedback from tenants forms a valuable 
contribution towards professional strategic property asset decision making. 

CSP manage the Public Address system which covers the internal and external environs of the Centre 
used when evacuating the Centre and for day-to-day messaging to customers.

CSP receive instructions from Centre Management and are therefore not directly responsible for 
Centre policies. If you have any queries or complaints regarding procedures at the Centre you should 
refer them to a member of the Centre Management Team. 

Should you need to contact CSP out-of-hours the mobile number for the night officer is 07866 319299.

For further information on the Townlink radio system please contact Esther Buckley, Townlink Liaison 
Officer, Chelmsford City Council on 01245 606999 to find out how your business can benefit from this 
scheme and the FREE trial or the Customer Service Team on 01245 352726.
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4.1. CSP Accreditation
CSP form an integral part of the extended policing family through accreditation with the ‘Community 
Safety Accreditation Scheme (CSAS)’, a scheme which is intended to harness the commitment from 
individuals already involved in overt community safety, security and crime.

High Chelmer, having met strict standards set by Essex Police, were able to apply CSP to the scheme 
in order to reach the approved standards of competence. Having undergone an intensive vetting and 
training set of criteria the team’s competence in training, management, supervision and 
accountability was rewarded through successfully achieving the ‘Accredited Person’ status.

CSAS has provided CSP with some specific police powers, in particular, dealing with anti- social 
behaviour, disorder and nuisance, working collaboratively with Essex Police to improve quality of life 
issues within the community within which we reside and the people we serve.

Accredited CSP wear the national CSAS badge on their uniforms so are easily recognised, increasing 
the reassurance and well-being of High Chelmer customers and tenants. They also carry an 
identification card which displays the Essex Police emblem as proof of their authority.

CSAS has bought many benefits to our tenants and customers including:

• Requesting names and addresses of persons acting in an anti-social manner;

• An increase in intelligence between Essex Police and the High Chelmer;

• Ability to view and share intelligence information with Essex Police;

• Supporting Essex Police through special operations held within the Chelmsford area;

• Access to extra CCTV equipment/other security resources.

5. Useful Contact Numbers
See Appendix 4 for a list of ‘Useful Contacts’ including utility providers, emergency services and 
resources and suggested contractors for assistance with specific requirements, including electricians 
and plumbers.

6. High Chelmer Plan
Located in Appendix 1.
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Chelmsford City is accessible through various modes of transport, providing a number of transport 
hubs for customers visiting, working and living in the area, situated in the heart of Essex just 30 miles 
north east of London and a City Centre within walking distance of primary urban areas and transport 
hubs.

1. Public Transport

1.1. Bus Services
There are approximately 30 commercial operators covering the county of Essex operating over 1,000 
routes, the main servicer for Chelmsford City is First Group – Visit www.firstgroup.com for journey 
planning, tickets, travel news and accessibility. Chelmsford City benefits from the services of a 
dedicated ‘Travel Shop’ where staff can assist with a range of travel services; 

Chelmsford Travel Centre 
8 Dukes Walk 
Duke Street 
Chelmsford, CM1 1GZ

Tel:01245 263859

Open Monday - Friday: 09:00-17:00. Saturday: 09:00-13:00

Should you have a smartphone or android mobile you can download the NextBuses app to keep up 
to date with local bus information it costs £0.69p to download and provides both scheduled and real 
time information (where available) for over 370,000 buses. 

1.2. Train Services
Chelmsford City has excellent rail links with London and the rest of the East of England with up to six 
trains an hour connecting Chelmsford to London Liverpool Street a journey time of about 35 minutes. 

Chelmsford City Rail Station is located in the heart of the city on Duke Street which is approximately 
350 meters from High Chelmer. 

For service information and timetables on rail services contact;

National Rail Enquiries on 08457 484950 www.greateranglia.co.uk

2. Sources of Information (for Public Transport)
‘Traveline’ 0871 200 2233 www.travelinesoutheast.org.uk. Assist customers planning journeys, they 
conduct searches specific to operations in particular areas and can catergorise searches by date, 
place and mode of transport whether by train, bus or coach. Printable and Downloadable timetables 
can be obtained from the Traveline website. In addition a Travel Line Application is available for 
Smartphone/Android users.

Essex County Council www.essexhighways.org/Transport-and-roads.aspx online provides the 
following resources;

Live Travel Information; Roadworks and Traffic

Bus services in Essex; Maps, Operators, Timetables, Fares and Passes

Furthermore keep up to date with travel and transport reports following Passenger Transport at Essex 
County Council through Twitter - @Essex_pt twitter feed
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Open 0900-1700 Mon-Fri tweeting on

• Bus service changes

• Updates on situations/events affecting travel for example Winter Weather Conditions

• Road closures

• News and offers

• And much more.

3. Park and Ride
Chelmsford City has two dedicated Park & Ride sites operated through Essex County Council open 
Monday – Saturday and Closed Sunday;

Sandon (off the A12) providing 1125 spaces and, 

Chelmer Valley (off the A130) providing 700 spaces

Park and Ride offers comfortable and convenient transport to the City Centre, with stops at key 
locations. Each site has a high quality terminus building with the following facilities:

• Free and secure parking (Fares for bus travel from £3 daily to £15 weekly)

• Covered cycle parking facilities for 20 bikes

• Waiting areas

• Toilets including disabled facilities (baby changing facilities at Sandon)

• Helpful and courteous staff

For more information on Fares, Routes and Timetables visit www.essexhighways.org

4. City Centre Parking
Chelmsford City Council operates:

• 19 public car parks in the city, and

• four parish car parks

To meet the needs of different customers a mixture of long and short stay facilities are provided to 
cater for commuters, local businesses, retailers, shoppers and visitors to the city. Chelmsford City 
obtained ParkMark Safer Parking awards for all key city centre sites, granted for security, lighting, 
cleanliness and management of the operations.

A comprehensive map of parking available can be downloaded and printed from the City Council 
website - www.chelmsford.gov.uk

Live information - Major car parks have Variable Message Signage on the approach roads, to 
indicate how many spaces are available. You can also get real-time information about car park 
availability through the City Council website.

Payment systems - 15 of the car parks offer a Pay & Display system and are open 24 hours a day, 
seven days a week. Credit card payment is available in most of these car parks for customers 
wishing to stay for four hours or longer. Payment is made on arrival at the car park and a valid ticket 
must be clearly displayed at these car parks. All Pay & Display machines are solar powered.
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5. Cycle Routes
Cycling is one of the most convenient ways of getting around, and Chelmsford has over 30km of 
designated cycle routes to explore. You can collect a free cycle map from the Chelmsford Travel 
Information Centre located at the bus station. Visit www.essexhighways.org for information on 
planning your route, training and local clubs. 

High Chelmer have designated Cycle Shelters for tenants located in each yard. 

6. Car Pooling
Tenants are positively encouraged to explore car sharing opportunities with colleagues/neighbouring 
tenants which can greatly reduce the number of cars on the road and travel costs. 

Tenants are able to make contact with people travelling into Chelmsford who wish to use a scheme 
through: - Liftshare.com - Carshare.com and Shareacar.com

7. Chelmsford City App!
Search ‘Visit Chelmsford’s City Tour’ on the I-phone or Android Smartphone to download the ‘Free’ 
Visit Chelmsford app providing users with Chelmsford City’s history as well as up to date information 
on events and travel, including bus and train timetables.
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1. Tenants Association
At present High Chelmer does not have an active Tenant Association due to little or no support from 
the retailers. Communication through a ‘Monthly’ newsletter and other resources proves to be 
preferable including one-to-one meetings with Centre Management when requested.

Retailers who have an interest in establishing a Tenant Association, should in the first instance liaise 
with Centre Management, a general census could then be undertaken to determine if there is 
adequate support for an Association to be created.

2. Springboard
Springboard conduct weekly sales performance for High Chelmer using an information gathering 
tool called ‘Perform Sales Tracker’ a sales and footfall analysis programme enabling retailers and the 
centre to understand actual trends and performance.

We strongly advise tenants participate in providing sales data to Springboard and in return you will 
receive retailer reports providing;

• Weekly overall centre performance

• Category and Retailer like for like performance

• £’s per sq ft analysis

• Footfall

• Key Centre Messages

• Weather Analysis

• Daily breakdown of sales performance

• Category performance and footfall

• Daily footfall per hour

The process is very straightforward with each retailer receiving an e-mail link where they can securely 
enter their sales figures. 

If you are unable to access a web based link, as an alternative, Springboard can send you a word 
data table to complete and return. This data is completely secure and each shop’s sales figures will 
NOT be shared with any other participants. 

For further details please call Shona Jefferson on 01234 436060/Mob: 07739 036245

3. City Centre Management
The City Centre Partnership between the Public and Private sector was regrettably dissolved several 
years ago and Chelmsford City Council have taken the discipline of the marketing aspect role 
in-house. City Centre Marketing Management (CCMM) at Chelmsford City Council works closely with 
business representatives and retailers on a daily basis and in addition are the main contact for the 
Moulsham Street Traders Association and West End Business Association.

CCMM is responsible for enhancing and sustaining the vitality and viability of the City Centre through 
working in partnership with the public, private and voluntary sectors and is the single point of contact 
for event enquiries and retailer promotions, from commercial and not for profit organisations.

CCMM communicates plans and activities via the City Centre Liaison Group (CCLG), which meets 
bi-monthly. CCMM also work closely with members of the City Centre Retailers Group (CCRG) which 
is alike to the CCLG except that it is predominantly for retailers, shopping centres, local authorities and 
other support agencies within the City Centre and meets once a quarter to consider and advise on 
policies, services and functions that impact on the High Street and other retail centres. High Chelmer’s 
Centre Manager and/or Deputy Centre Manager attend the CCLG and CCRG meetings.
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4. Revo – Retail.Property.Community
Formally the British Council of Shopping Centres (BCSC) they have changed to better reflect 
membership and the ever-evolving world of retail property and placemaking.

Revo dedicated to helping the people and businesses involved in the wide-ranging world of retail 
property and placemaking to thrive and prosper – energising and driving progress for our industry 
and all our members.

The new brand Revo reflects evolution, energy and progress… underpinning new strategy and 
ambitions.

Centre Management in association with Revo aims to share the published industry and public policy 
research with tenants on topics deemed beneficial to business practices. 

To find out more visit revocommunity.org 

5. Chamber of Commerce
The Essex Chamber of Commerce is one of over 61 accredited chambers in the UK. As an accredited 
Chamber of Commerce, its work is regularly assessed by the British Chamber of Commerce. Mick 
McDonagh, Centre Manager, is a past President and Vice President of Chelmsford Chamber and 
currently sits on the Board of North & Mid-Essex Chambers of Commerce.

The Chamber supports the local business community in Essex and offers a comprehensive range of 
business services, products and training. The Chamber does not receive any financial backing from 
the government and this ensures that it remains independent. The Chamber plays a crucial role in 
representing members’ views at local, regional and national level.

The Chamber offers a wide range of services including:

• Training;

• International trade;

• Business information;

• Networking events;

• eBusiness club.

To find out more, you can access their website at; www.essexchambers.co.uk email  
enquiries@essexchambers.co.uk 

6. Chelmsford Business Forum (CBF)
CBF was launched at Hylands House on 21st October 2004. It provides an excellent opportunity for 
private and public sector organisations in the city to work together and share information to enhance 
the prosperity of the area.

Organised by Chelmsford City Council and partner organisations, CBF encourages partnership 
working and is the ideal place to build new and beneficial business relationships. CBF allows 
common issues such as promotion and business enhancement to be addressed and provides a 
robust platform for future growth. Centre Management are committed to being part of CBF and are 
actively involved in the sub-groups of CBF looking at specific areas of interest including ‘Re-cycling’ 
and ‘Promotions’.

For more information please contact Mike Smith at Chelmsford Borough Council on 01245 606606.
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7.  RSA - Royal Society for the Encouragement of Arts, 
Manufactures and Commerce
The RSA an enlightenment organisation committed to finding innovative practical solutions to today’s 
social challenges. Through its ideas, research and 27,000-strong Fellowship it seeks to understand 
and enhance human capability so we can close the gap between today’s reality and people’s hopes 
for a better world.

8. Changing Chelmsford
Changing Chelmsford is a Community Investment Company (CIC) which stimulates community action 
to celebrate and grow the culture, character and creativity of Chelmsford. Founded in 2010 by 
members of the Royal Society of the Arts (RSA) in partnership with Chelmsford City Council, Essex 
County Council and the Academy of Urbanism, the focus is primarily on the built environment, the 
economy, sustainability, art, culture, heritage and community wellbeing.

The Changing Chelmsford initiative was conceived as a pilot project. It started with a simple premise: 
how do you make Chelmsford a more successful place? Many people are concerned about the 
proposed scale of residential and retail development in Chelmsford, that a growing urban population 
and the broader challenges of climate change will damage a much-loved City. So how is Chelmsford 
seen today? What do inhabitants want from the City and how might they help shape its unique 
character?

9. Chelmsford Town Twinning Association (CTTA)
Chelmsford twinned with Backnang, Germany in 1991 and Annonay, France in 2000. The Chelmsford 
Town Twinning Association exists to promote twinning activities between groups and individuals in 
Chelmsford’s twin towns of Backnang and Annonay, forging close links between the communities to 
promote and strengthen the cultural, economic and personal connections furthering the cause of 
international understanding and peace.

Additionally, Chelmsford holds strong links with America, particularly with the state of Massachusetts, 
where settlers created their own Chelmsford in 1653.

Centre Management supports the work of the CTTA and where applicable assists in exchanges 
between visitors of affiliated members when visiting Chelmsford Town.

For more information about the CTTA email; towntwinning@freenetname.co.uk

10. Workplace Chaplaincy Service
Workplace chaplaincy is about caring for people in the workplace. It is for anyone requiring ‘impartial 
listening’ and is confidential. The service can also be helpful to support staff, managers and team 
leaders in areas of liaison and advocacy particularly in uncertain times of change and crisis. High 
Chelmer has appointed its own Chaplain, Ralf Cook who can be contacted on 07552 602754 or 
e-mail ralfcook@blueyonder.co.uk. 
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1. Tenants
Tenant Contact Details are located in Appendix 2. The list is naturally subject to change, however, if 
required up-to-date copies can be provided by Centre Management upon request.

2. Keyholders
There may be occasions when a Store Manager/Key holder will be contacted to attend site out of 
hours, for example in the event of an intruder alarm sounding.

We therefore require you to provide current contact details for two, ideally three, nominated key 
holders, land line numbers are preferable with a mobile contact as a back up. It is your responsibility 
to ensure this information is provided and is up-to -date.

On a monthly basis the Customer Services Team will check and update the information held to ensure 
it is relevant and up-to-date. All information is confidential and held by Centre Management and the 
Customer Service Team.

Please note if a key holder cannot be contacted in an emergency and access to the unit is urgently 
required, then a forced entry may be necessary.

3. Mall Opening Hours
Monday 07.00 – 18.30

Tuesday 07.00 – 18.30

Wednesday 07.00 – 18.30

Thursday 07.00 – 19.00

Friday 07.00 – 18.30

Saturday 07.00 – 18.30

Sunday 09.30 – 17.00

If any tenant wishes to extend their opening hours, either on a one-off date, for a fixed period of time 
or permanently, they should contact Centre Management. Mall doors open early for deliveries of 
fresh produce and for tenant cleaning teams, eg. Window cleaners
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4. Staff Access

4.1 During Opening Hours
Access through the Centre is available at the times detailed above.

4.2 Outside of Opening Hours
On occasions shop staff may have requirements to work within their premises outside of normal 
opening hours. 

To arrange access/egress tenants must contact CSP (01245 352726) who will make the necessary 
arrangements. The team will require the following information for the purposes of Fire and Security:

• The number of people working late;

• An approximate time of departure.

Operations that require deliveries across the malls within trading hours must be arranged with or 
have prior agreement from Centre Management.

Use of fire exits other than in emergencies is strictly prohibited, unless at the specific instruction of 
CSP, as this compromises the security of the building.

5. Insurance
Tenants have a duty to comply with all current or future acts of parliament, orders, by-laws and 
regulations.

Tenants are required to provide the necessary insurance cover in respect of:

• Accidental damage to all plate glass in the property;

• Damage to stock;

• Public Liability.

In addition, tenants are required to comply with the requirements and recommendations of High 
Chelmer insurers, the Fire Authority, Managing Agents and Landlord with reference to:

• Articles, substances and liquids of a specially combustible, inflammable or explosive nature e.g. 
gas cylinders;

• Fire fighting equipment;

• Fire safety precautions.

Tenants must notify the Managing Agents and Landlord in writing of any event or circumstance that 
may lead to a claim on any insurance policy of High Chelmer.

6. Use of Lifts
The lifts in Threadneedle House are for the movement of staff and customers throughout the building 
and for controlled use by contractors.

Movement of stock or deliveries via the lifts is prohibited, unless prior agreement has been obtained 
from Centre Management, as this is a health and safety risk. The passenger lifts have finishes that 
are expensive to repair if damaged and tenants or their delivery companies found using passenger 
lifts, without prior consent, may be charged for the cost of any repairs.
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7. Service Yards
The Centre has four service yards Alpha, Bravo, Charlie and Delta as shown in Appendix 1 vehicle 
entry and exit within the yards is controlled by CSP through an intercom access system and 
associated CCTV thus ensuring a safe and fair distribution of service yard facilities.

Unless stated within individual lease agreements, there are NO facilities for any tenant, manager or 
visitor to park in the service yards; however, reasonable access for loading and unloading of goods is 
permitted. If you require extended loading or unloading time temporary agreement may be obtained 
from the CSP at their discretion. Alternatively, all other requests should be addressed to Centre 
Management.

Customers who purchase bulky or fragile items may collect their purchases from the relevant service 
yards. On entry to the service yard the customer must inform CSP which shop they are collecting from, 
a ten minute time slot will be allocated for their collection.

The service yards are regularly inspected and patrolled with a stringent independent parking 
management regime in place, as detailed on all service yard entrances. Persons flouting this regime 
and who do not have any prior agreement to use the yard with CSP will be issued a fine from the 
parking management company.

8. Deliveries
The service yards are accessible 24 hours a day 7 days a week and are for the purpose of unloading 
or loading vehicles. Service yard gates are secured at 2000hrs and re-opened at 0400 hrs. However, 
arrangements for night collections and deliveries may be made with CSP. The team will need to know 
the anticipated arrival time for meeting the driver in the relevant service yard on arrival, allowing entry 
and re-securing after exit. Please allow time for the Night Officer to arrive at the location. The Night 
Officer can be contacted on 07866 319299.

Additionally;

• Tenants and their staff are requested to ensure all delivery drivers leave site as soon as possible, 
service yards must not be used for rest breaks;

• For reasons of safety, no goods are permitted to be delivered or transported through the Centre, 
without prior permission;

• Care must always be taken to ensure deliveries reach the correct address and service yards;

• Centre staff will not check or receive any deliveries on behalf of tenants.

• Vehicles entering the service yards must use the barrier intercom informing control they are 
on-site;

• Tenants are responsible for accepting and securing stock;

• Tenants and their families must not use the service yards to collect relatives, or for staff parking.
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9. High Chelmer Post Codes
Cornhill CM1 1XE

Exchange Way

3 – 15a CM1 1XB

4 – 27 CM1 1XD

High Chelmer (East and West Mall)

1 – 8 CM1 1XG

9 – 23 CM1 1XL

4 – 37 CM1 1XR

38 – 42 CM1 1XU

Market Rd  CM1 1XA

New London Road CM2 0SW

Market Square CM1 1XF

10. Lost Children
Lost Children should in the first instance be reported to CSP either in person, via the telephone or 
Townlink Radio System, information required will include the child’s description, age, gender, hair/
clothing colour and details of where and what time they were last seen. - CSP will, if necessary, liaise 
with City Centre CCTV and also the police. 

If a child is found who has been separated from a parent/guardian we would recommend that if their 
parents cannot be located they are taken to Customer Service Control where all efforts will be made to 
re-unite them.

There is a City wide scheme entitled ‘Keep Safe’ supporting adults with learning disabilities. 
Participants in the scheme will carry a unique key ring or card which will have displayed contact details 
of an appropriate person who is part of their support network. Similarly to the Lost Child procedure, 
tenants are advised to notify CSP who will provide assistance, if required.
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1. Definitions
The following definitions do not substitute your lease obligations and are provided for reference 
purposes only:

2. Prohibited Uses
Not to use the unit otherwise than for the Permitted Use specified in the tenant’s lease. Any change of 
use, or extension of lines should be referred to the Centre Manager beforehand for Landlord approval.

Not to use the Unit for any purpose which is noisy, offensive, dangerous, illegal, immoral or an 
actionable nuisance or in the reasonable opinion of the Landlord causes damage and/or 
disturbance to the Landlord or its other tenants of the Centre, or to Landlords or tenants of any 
neighbouring property, or which involves any substance which may be harmful, polluting or 
contaminating other than in quantities which are normal for and used in connection with the 
Permitted User. 

As a general rule, music should not be audible from the mall.

3. Tenant’s Premises
Generally, the area demised to a tenant within High Chelmer can be described as follows:

‘Unit’ means the unit described in the tenants lease and generally will include:

a) All internal surfaces materials and finishes on the walls, floors and ceilings of the unit and on the 
other structural parts of the Centre within or bounding the unit;

b) The shop front, fascia and all doors, window glazing and door frames of and all (if any) 
secondary glazing at the Unit; 

c) All Landlord’s plant, fixtures and fittings within the unit; 

d) One half severed vertically of any non-structural walls separating the Unit from any adjoining 
premises; 

e) All conduits, plant and machinery within or exclusively serving but located outside the unit; and all 
alterations and additions to the unit; but excludes:

 1.  All load-bearing and exterior walls and the roofs, floors and ceilings of the unit (other than to 
the extent expressly included as set out above);

 2. All structural parts of the Centre; and

 3.  The Landlord’s fire alarm system and sprinkler system (if any) up to the point of connection 
with the tenant’s fire alarm and sprinkler installations.

Tenants are reminded that their goods are to be sold within units and not in common areas of the 
Centre or on any public highway without prior consent from Chelmsford City Council and Centre 
Management.

4. Common Area & Common Parts
The common area is the space within the Centre not intended to be let. It may include landscaped 
areas, pedestrian malls and service facilities. 

Common parts are the parts of the multi-occupied building which are not let to individual tenants but 
are either retained by the Landlord, e.g. for the provision of services, or held in common by tenants 
for the purpose of providing access for themselves and their visitors. It includes, but is not limited to 
malls, passages, lifts, escalators, public toilets, storage areas, loading bays, stairways, management 
and security offices.
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5. Cleaning
A team of Customer Service Cleaning Personnel ensure the common areas of the Centre are kept 
clean and presentable at all times. It is, therefore, important that each tenant adheres to their 
responsibility of maintaining a similar standard making arrangements for the internal cleaning of 
their unit and internal/external window cleaning (both sides of the window should be cleaned at 
least once a week and should include the fascia sign and protruding box sign.)

Security shutters where fitted should be regularly cleaned.

Window cleaners working in the malls must do so outside of normal trading hours and provide 
Centre Management with all relevant documentation to meet on-site contractor compliance 
requirements. All excess water after cleaning must be wiped away in the malls to prevent any slip 
hazard being left behind. 

6. Refuse and Recycling
Under current legislation, a duty of care is placed upon all tenants to control and manage waste 
materials.

Centre Management meet legal requirements through the provision of compactors which are solely 
for the baling of cardboard and clear plastic collected regularly for recycling. 

Tenants should place cardboard and clear plastic waste in the cages supplied within the service 
yards which are collected by CSP for compacting and baling. Please ensure cardboard boxes are 
emptied and flattened and plastic separated.

Each tenant is responsible for arranging and managing the collection of malodorous waste materials 
as often as is necessary to prevent any build-up. All waste must be placed in your designated refuse 
container and should not be piled within the service yards or allowed to block fire exits. 

Please be advised Centre Management or Customer Service Personnel cannot be held responsible 
for the misuse of refuse containers, we recommend to prevent potential misuse lockable bins are 
obtained from your provider and bins labelled with your store name.

No commercial liquid waste of any kind may be disposed of via the drainage system; in particular, 
storm water drains within the service yards which are for rainwater only as they discharge directly 
into the rivers.

The Public Health and Water Authorities will be advised if tenants do not comply with the safe 
disposal of commercial liquids (section 27 of the Public Health Act 1936).

Tenants will be held liable for any costs incurred by the Centre Management in the clearance of 
drains shown to have been blocked by the disposal of unsuitable waste and in addition held liable 
for any charges incurred due to poor waste management. 

Your assistance in maintaining a clean, safe and tidy Shopping Centre is appreciated, contact details 
for waste management companies is located in Appendix 4 ‘Useful Contacts’.
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7. Pest Control
There is always a possibility of vermin when food is produced and not disposed of correctly. We 
therefore request that tenants remove all waste from retail areas as soon as possible. Food waste 
must be disposed of in strong polythene sacks. When full, the sacks must be securely tied to prevent 
spillage and stored in your dedicated waste bins for removal.

Tenants are responsible for ensuring their unit is well maintained and clear of rats, mice and other 
pests and should ensure high standards of housekeeping, including, for example the storing of food 
related products these should be above ground level, a requirement checked by Environmental 
Health Officers as part of their routine inspections.

The keeping of live animals, fish or reptiles in the units is not permitted. (Please note the exception of 
units who trade as pet shops and whose user clause specifically mentions live animals).

8. Environmental Health Officials (EHO’s)
EHO’s are the enforcing officers for Health and Safety Legislation, employed by Local Authorities to 
perform a wide range of functions, usually in an enforcement and advisory capacity. Inspections are 
carried out proactively and the frequency of these inspections may depend on the perceived risk that 
a retailer poses e.g. any complaints received or reported accidents that have taken place in your unit.

9. Smoking Policy
Smoking is not permitted within any covered area of the Centre and is only permitted in the 
designated external areas where ‘Smoking Bins’ have been provided for extinguishing and disposal 
of cigarette waste.

Smoking in unauthorised areas may result in staff being liable to a personal fine, we will notify the 
store in writing if a member of staff has been found smoking in an unauthorised area.

10. Shop Windows
All units should have illuminated windows, fascia and display signs during hours of trading. 

It is a requirement that tenants maintain display windows and all interior parts of the premises visible 
from outside in keeping with maintenance standards expected, including regular window and 
shutter cleaning.



31High Chelmer Tenants Handbookhighchelmer.com

11. Signs & Posters
Centre Management control the display of signs and notices within the Centre in order to maintain a 
high standard of signage/posters on display.

The following apply:

Signs and notices must not be fixed to the exterior of any window or exterior surface, without the 
Landlords prior written consent;

Hand written signs are not permitted;

Do not place onto windows or locate immediately inside, posters that will constitute more than 15% of 
the window area, unless consent is obtained from Centre Management beforehand.

 Chelmsford City Public Space Protection Order

• The principal effects to retailer’s particularly external shops and stores are prohibiting the 
distribution of free literature unless it is for religious, political or charitable purposes. 

• Prohibit fly posting and unlawful advertising. 

• Prohibit the use of Advertising Boards (A boards) or any other structure being used as such on 
land, public or private, that the public have unrestricted access to. 

Any person or body who benefits commercially from the distribution of leaflets, fly-posting or 
advertising is guilty of the offence and will be fined or prosecuted. This Public Space Protection Order 
will now come into force from September 2016 and enforcement will begin on the 1st September. The 
penalty for breaching a PSPO is £100 fixed penalty notice or prosecution in the Magistrates court.

We recommend tenants consider a Protruding Box Sign to promote their business and location within 
the centre. Tenants are required to obtain, prior to installation, Landlord approval for the design and 
size of the signage which can be obtained via Centre Management.

Small notices may be fixed to the internal shop window advertising

• Credit cards;

• Trading hours.

12. Display of Goods
To maintain the high quality appearance of the Centre all goods must be displayed within your store 
demise. (The demise is defined as all areas enclosed by the shop front).

13. Music & Lights
It is important that retailers and shoppers enjoy a pleasant working and shopping environment. In 
order to achieve this tenants are not permitted to play any sound producing equipment that can be 
heard outside their own store or in the adjoining premises.

Similarly flashing lights that can be seen outside the store are prohibited.
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Under provisions of the lease tenants are responsible for the internal maintenance and repair of their 
unit, including the shop front, fascia signage, back doors and windows. Tenants must at all times 
keep the premises in good repair and condition.

1. Maintenance & Repair
(a)  To keep and maintain the unit, any air conditioning, ventilation and fire systems within the unit 

and any conduits plant and equipment serving only the unit in good and substantial repair and 
condition (excluding damage by the Insured Risks except to the extent that insurance moneys are 
non-recoverable as a result of the act or default of the tenant):

(b)  To make good any disrepair for which the tenant is liable within the timescale notified by written 
notice from the Landlord.

(c)  If the tenant fails to comply with any such notice the Landlord may enter and carry out the work, 
and the cost shall be reimbursed by the tenant.

2. Damage to Landlords Property
The Landlord will recover any costs for repair and/or additional cleaning/security associated with 
deliberate or accidental damage caused to the property by tenants, delivery companies, contractors 
or members of the public. Where it is proven that damage was deliberate the Centre may prosecute 
for criminal damage, retail staff may also be excluded from the centre.

3. Floor Loading
Floor loading is generally up to 100lbs per sq ft and should not be exceeded. Tenants should refer to 
their own company’s architectural plans for details.

4. Decoration
To regularly clean and decorate all internal and external parts of the unit so as to accord with the 
decorative standards of the Centre as a whole and in accordance with the provisions in the lease.

5. Contractors
Centre Management must be informed of all visits by contractors prior to their arrival.

Work involving a risk element, including working at height, roof works, electrical work, fire panel 
works (on Tuesdays only) within the common areas of the Centre requires contractors to comply with 
the Centres ‘Permit To Work’ policy, this includes the provision of a Risk Assessment, Method 
Statement (RAMS), an insurance certificate and completion of supporting documentation which once 
complete will be reviewed and authorised by Centre Management. Permit To Work documentation 
must be completed prior to contractors arriving and commencing work on site, failure to do so may 
result in work being delayed. In addition, contractors must provide Centre Management with ‘Hot 
Work Permits’ where this type of work is necessary prior to commencement.

Please note - Any works affecting the fabric of the building must obtain prior consent from the 
Managing Agent and Landlord via Centre Management, this would include the installation of 
air-conditioning or satellite dishes/aerials. 
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1. Shop fitting
From time to time, tenants will obviously undertake shopfitting works, from minor redecoration to 
complete refurbishment. Centre Management welcome such improvements, however, it is very 
important to note that specific permission is required and this must be taken into account when 
planning the work 

A Contractors’ Handbook will be made available to the appointed contractors providing information 
on site working, conduct and compliance for both inside and outside of the working area. Contractors 
will need to complete compliance documentation which includes a ‘Shopfit Agreement’; a copy for 
information is included in Appendix 10.

The rules for working in public and common areas apply to all contractors i.e. window cleaners, sign 
installation teams, glaziers, etc. This is to ensure that such works are undertaken with the maximum 
of safety and minimum of inconvenience to other tenants and the general public. If Centre 
Management is kept aware of all works in progress, they can ensure assistance can be offered with 
regards to access and security and any problem or query from other tenants can be dealt with 
promptly.

2. Alterations
Precise restrictions and permitted alterations are detailed in individual tenant leases, however, 
general guidance on alterations are as follows:

(1) Not to make any alterations or additions which:

 (i)   affect the structure of the Centre (including without limited roofs and foundations and the 
principal or load-bearing walls, floors, beams and columns); or

 (ii)   merge the Premises with any adjoining premises or affect the external appearance of the Unit 
(other than alterations to the shopfront); or

 (iii)   affect any heating, air conditioning or ventilation systems at the Centre.

(2) Not to make any alterations or additions to the shopfront of the Unit without the Landlord’s written 
consent (not to be unreasonably withheld or delayed).

(3) The tenant may without the consent of the Landlord make internal non-structural alterations or 
additions to the unit or any conduits or equipment serving only the unit which are wholly within 
the unit and do not relate to:

 (i) the shopfront; or

 (ii) which do not affect any part of the exterior or the structure of the Centre; or

 (iii) impact on the fire or safety strategy for the Centre.

Provided that:

 (i)  notice is given to the Landlord prior to any such alterations or additions being made if such 
are material;

 (ii)  ‘as built’ drawings of any such alterations or additions (whether or not material) are given to 
the Landlord within 20 days of such works being completed.
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This section is designed to inform all Tenants and staff of procedures adopted in the event of a:

• Fire Alarm

• Emergency Evacuation

Tenants are responsible for ensuring they have their own emergency procedures in place, these 
should comply with the Centre’s Emergency Procedures, as detailed in this section.

Tenants must follow the procedures below in the event of an emergency:

1. Shopping Centre Evacuation
• A High Chelmer Emergency Evacuation will be alerted through tenants individual alarm systems, 

simultaneously the Centre’s PA system will announce ‘There is an emergency in High Chelmer 
please leave by the nearest exit’.

• Tenants should secure and evacuate their premises immediately using the nearest and safest exit.

• Fire Wardens/Responsible persons should ensure premises are clear (including changing rooms, 
toilets, storerooms etc) and all personnel are accounted for. Staff should then report immediately 
to the member of Centre Management located at the ‘Designated Assembly Point’ (The 
monument in Bellmead Park). See Appendix 5. 

2. Threadneedle House (TNH) Evacuation
TNH has an independent Fire Panel connected to the main panel in customer services control. If a fire 
is detected alarms will sound throughout the building and to all the premises along Market Road.

• Tenants should secure and evacuate premises immediately using the nearest and safest exit.

• DO NOT use the lifts.

• Fire Wardens/Responsible persons should ensure their premises are clear (including changing 
rooms, toilets, storerooms etc) and all personnel accounted for. Staff should then report 
immediately to the member of Centre Management located at the primary ‘Designated Assembly 
Point’ (The monument in Bellmead Park). See Appendix 5. 

3. What to do upon Discovering a Fire
1. Immediately operate the nearest Fire Alarm ‘Break Glass’

2. Immediately evacuate all personnel by the nearest exit, DO NOT use lifts or collect personal 
belongings

3. Do not attempt to extinguish the fire

4. Fire Wardens/Responsible persons should ensure their premises are clear (including changing 
rooms, toilets, storerooms etc) and personnel accounted for and then report immediately to the 
member of Centre Management located at the primary ‘Designated Assembly Point’ (The 
monument in Bellmead Park). See Appendix 5

5. Information will be relayed to tenants at the assembly point when available.

4. What not to do in an Evacuation
1. Never assume it is a false alarm

2. Do NOT telephone Customer Service Control or Centre Management during an evacuation who 
will be engaged dealing with the situation

3. Do NOT attempt to re-enter the Centre or your premises until Centre Management advise it is safe

4. Do NOT use the lifts.
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5. The Decision to Re-occupy
A decision will be made by Essex Fire & Rescue as to when the Centre can re-open and tenants 
re-occupy their premises. Centre Management will relay all necessary information to personnel at the 
‘Designated Assembly Point’.

6. Accidental and/or a False Fire Activation
Customer Service Control on receiving alarm activations from either the Centre or TNH will, in the first 
instance, attend the relevant area to investigate the cause. 

The Centre’s Fire panel benefits from having a 2 minute delay period for investigatory purposes, prior 
to automatically alerting the emergency services and initiating an evacuation this, however, does not 
apply for TNH where the emergency services will automatically be alerted to attend.

If on inspection the activation is found to be of an accidental nature, e.g. a manual call point 
accidentally broken; a sprinkler head inadvertently hit or a shop unit fire panel tested without being 
isolated. The following measures will be taken:

• The fire detection apparatus accidentally activated will be restored to full working order by a 
member of the Customer Services Team. 

• If the issue cannot be solved, point(s) or zone(s) will be isolated. Tenants may be required to 
contact their maintenance contractor to carry out the necessary repairs.

7. Fire System Testing
The High Chelmer system is tested every Tuesday morning, tenants must ensure any testing or 
maintenance on their individual system is only scheduled for a Tuesday. Each tenant’s system is 
connected to the High Chelmer’s and unless isolated will cause an activation. 

Tenants will receive notification of statutory fire drills and test evacuations which Centre Management 
are obliged to carry out on a six-monthly basis. It is important that all staff are made aware of this 
testing.

Tenants must notify Customer Service Control prior to the commencement of any work on your 
individual systems - 01245 352726, subsequently Centre Management must approve any work 
which may be required on any day other than a Tuesday - 01245 260755.

8. Tenant Fire Precautions
• Tenants are responsible for ensuring their own premises comply with the provisions of the 

Regulatory Reform Order 2005 (Fire Safety) with relevant documentation is up-to-date and in 
order.

• Fire doors, escape corridors and signage must not to be obscured or obstructed at any time. 

• Tenants must ensure staff are adequately trained and tested on all procedures required by law, 
including: 

 • Fire alarm and evacuation procedures;

 • Location of ‘Break Glass’ points and how to activate them;

 • Location of designated escape routes and assembly points. 

• The Centre’s ‘Emergency Procedures’ are available within this handbook and all tenants should 
familiarise themselves with the content. Emergency Evacuation notices must be displayed on rear 
doors of all units in Appendix 6. Further copies can be obtained from either Customer Services or 
Centre Management.
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9. Fire Log Book and Records
Tenants must keep records of all fire tests completed and upon request provide such documentation 
to the Fire Prevention Officer or Centre Management. Tenants should regularly inspect all fire fighting 
equipment and break glass call points, ensuring all are in good working order and free from 
obstruction.

The Tenants ‘Fire Log Book’ provides a format for recording all of the above fire safety measures and 
should form part of the tenants ‘Fire Risk Assessment’. Tenants with any queries regarding the use of 
a ‘Fire Log Book’ should contact the Customer Service Team or Centre Management.

10. Sprinklers
The flow switch attached to sprinkler installations in each unit is monitored by Customer Service 
Control and must open at all times. 

If any work is required to the sprinkler installation, the tenant must notify Centre Management and 
Customer Service Control a minimum of 48 hours before works commence, thus enabling the 
Landlord’s insurers to be informed and tenants should also inform their own insurers. 

Tenants must not alter, adjust or interfere with the unit sprinkler system without prior approval from 
the Landlord, Centre Management and Insurers, particularly if such works necessitate the draining 
down or isolation of any sprinkler system. Please refer any sprinkler system queries to either 
Customer Services or Centre Management.

Tenants are responsible for testing and recording results from the sprinkler system, in accordance 
with the Loss Prevention Council, for insurance purposes. A copy of these test cards may on 
occasions be requested for by the Landlord’s insurers.

Tenants should not display or store merchandise within half a metre of sprinkler heads and nothing 
should be suspended from the sprinkler pipes or heads.

11. Dry Risers
Dry risers are installed for the protection of the property and the preservation of life and under no 
circumstances should they be blocked, covered or tampered with. 

Dry Risers may be situated within tenant’s premises and access may be required for maintenance 
and service. 

12. Tenant Fire Risk Assessment
Under the Fire Precautions (workplace) Regulations 1999 tenants are required to complete yearly fire 
risk assessments. 

13. High Chelmer Fire Risk Assessments
Independent Consultants complete a yearly ‘Fire Risk Assessment’ of the managed public areas of 
High Chelmer. Risks identified are detailed in a full report and the necessary actions are taken by 
Centre Management to reduce highlighted risk.
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14. Tenants Fire Risk Inspections
The Managing Agent, on behalf of the Landlord, instructs independent consultants to undertake 
yearly Fire Risk Inspections of tenant premises. 

Tenants are provided with a copy of the inspection report on completion and advised to action any 
risks identified to ensure compliance with the Regulatory Reform (Fire Safety) Order 2005.

14.1 Premise Inspections
High Chelmer Customer Service Officers conduct ‘6 Monthly Premises Inspections’ to monitor the 
condition of the property and compliance with Property, Health, Safety and Fire legislative 
requirements.

Centre Management write to all tenants individually detailing the outcome of the inspections and any 
required action. 

15. Fire Officer
High Chelmer’s designated Fire Officer from Essex Fire & Rescue regularly inspects the Centre and on 
occasions individual premises, ensuring compliance with all Fire Regulations. 

Furthermore, active fire watch teams regularly visit business premises, particularly those housed in 
large buildings for the purposes of site familiarisation and to give fire safety advice. Centre 
Management also allow the emergency services to use the common areas of the centre for 
emergency practice drills outside of normal opening hours.

If standard requirements are not adhered to, the Centre and individual premises could risk 
immediate closure. 
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This section is designed to inform both the Centre and tenants of security procedures to be adopted 
in the event of a security alert.  The most common incidents which could give rise to a security alert 
are as follows::

• Telephone bomb or other threat;

• Suspect packages being found or reported.

Of course there are other incidents which might be encountered which the Centre’s Customer Service 
Officers and the local authorities are trained to deal with, however, it is these most common incidents 
with which all can assist in minimising the risks through good housekeeping, due diligence and 
robust security and response procedures.

The following guidance has been provided to help you minimise such risks and respond 
appropriately to specific situations. Please also refer to the information on postal bombs and 
suspected contaminated mail later in this section.

1. Bomb Procedures Generally
This guidance can help in reducing the successful operation of opportunist terrorist bomb attacks 
against the Centre, your store, your staff and customers.

It also gives advice on how to search for bombs in the event of a threat, what type of bomb you may 
have to cope with, liaison with the Centre staff and the Centre’s emergency procedures.

Past experience shows that bombs can be planted quite indiscriminately. Remember, large numbers 
of people in one place can present a tempting target.

The level at which you decide to organise your security arrangements against terrorist attack will 
depend on the current situation as you see it at any particular time. Obviously the situation varies – 
perhaps because of the time of year or because of the political climate. In instances, when the threat 
is high, you will receive information and advice direct from Centre Management.

2. Bomb Identification & Precautions
A bomb is easily disguised in many ways but you can be sure that the last thing it is likely to look like 
is a bomb.

A small, very powerful bomb can be concealed quite easily in a briefcase, a handbag, carrier bag, 
rucksack or other types of holdall and it can look quite harmless against the right background.

The incendiary device is another type of bomb; it is very small and is designed to create a limited 
explosion which will start a fire. It can be made to fit inside a cigarette packet, audio or video 
cassette, or other similar small containers. Terrorists will carry an incendiary bomb on them until a 
place is found to conceal it. Shopping Centres are most at risk from this type of small device, as they 
can easily be planted in clothing on racks, or inside furniture displays.

It is almost impossible to prevent these devices from being brought into your unit – as already stated 
they can be disguised in so many different ways to become virtually undetectable, normally they are 
designed to ignite after close of business and start a fire. You can take steps to find them by carrying 
out periodic searches and by instigating a search at closing time.
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Detection is your only defence – tidying displays regularly will ensure you know if anything has been 
disturbed or removed.

• Keep changing rooms, walkways, stairs and lifts clear of bags and litter.

• Keep cupboards locked that are accessible to the public.

• Frequently check vulnerable areas.

Any suspicious package or box found must be treated with caution and Customer Service Control 
informed. Furniture and soft furnishing shops are especially vulnerable, for incendiary devices can 
easily be slipped down the side of chairs and sofas by bogus customers. Similarly, clothing shops are 
also vulnerable; incendiaries can be hidden in garments that are on display, for example in the 
pockets of coats, jackets, trousers etc.

Returned goods should always be checked and if possible stored in a separate area.

Suspicious objects should not be handled – they can maim and disfigure for life.

3. Telephone Bomb Procedure
Upon receiving a telephoned bomb threat, it is suggested someone else is contacted immediately 
who can alert a member of Customer Service Control or Centre Management. If it is not possible to 
contact either Centre Management or Customer Service Control, tenants must contact the Police by 
dialling 999.

During the call we suggest the receiver adopts the methods outlined below:

• Remain Calm.

• Refrain from interrupting the caller, let them talk whilst you make notes.

• Refrain from putting the receiver down even when the call has finished.

• Complete the check sheet, see Appendix 7 whilst the caller is on the line.

• Attempt to keep the caller talking leaving the line open.

• Gather as much information as possible. 

The assessment portion of Appendix 7 needs to be completed as soon as possible after the call has 
been made and after Centre Management (in the first instance) and/or Customer Service Control/the 
Police have been informed.

4. Postal Bomb Procedure
Postal bombs take many forms. They may come in any shape or size: parcels, envelopes or padded 
jiffy bags. They will explode or ignite when opened and sometimes before they are opened.

They are usually designed to kill or maim persons who are opening them. Unless you are on the 
lookout for tell-tale signs you may not notice anything amiss. Instead of being posted, such devices 
may be delivered by hand or arrive by courier.

All staff who open mail in their course of work and who are suspicious that a package may contain a 
device should:

• Put it down gently and walk away from it.

• Evacuate the area and raise the alarm.

• On no account place the package into anything (including water) or place anything on top of it.
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Any one of the following signs should alert members of staff to the possibility that a letter or package 
contains an explosive device:

• Grease marks on the envelope or wrapping.

• An unusual odour such as marzipan or machine oil.

• Visible wiring or tin foil, especially if the envelope or package is damaged.

• The envelope or package may feel very heavy for its size.

• The weight distributed may be uneven: the contents may be rigid in a flexible envelope.

• It may have been delivered by hand from an unknown source or posted from an unusual place.

• If a package has excessive wrapping.

• There may be poor handwriting, spelling or typing or cut out stencilled letters.

• It may be wrongly addressed or come from an unexpected source.

• There may be too many stamps for the weight of the package.

• The flap is completely stuck down with additional adhesive or tape.

• The envelope has been addressed to an individual by job title rather than by name and is marked 
personal or private.

Should any tenant come across a suspect package they should immediately inform a Customer 
Service Officer or contact Customer Service Control.

5. Suspected Contaminated Mail Procedure
If you discover a suspected item inside your store and you are concerned that it may contain CBR 
(chemical biological radiological) material:

• If the item is still intact, do not shake it, squeeze it or open it. If it is an item of mail that you are 
already holding, place in a transparent, sealable plastic bag or container. If you do not have a 
container then cover it with anything to hand (e.g. clothing, paper, waste bin) and do not remove 
this cover.

• Do not touch or tamper with any suspect item or move elsewhere. 

• Turn off air conditioners, fans, photocopiers, printers, computers and heaters

• Close all windows and evacuate the room, lock all doors and leave the key in the lock.

• If practical place a clearly visible warning on the door.

• Go to an isolation room and avoid other people if you can. It is vitally important that you 
segregate yourself and others who may have come into contact with the suspicious package. 
Reassure your staff, it is unlikely they are contaminated and they will get medical treatment, if 
required. 

• Do not rub your eyes; touch your face or other people. First wash your hands in weak bleach 
solution (if available) then thoroughly wash your hands in soap and water as soon as possible. 
Shower facilities are preferable with replacement clothing available.

• Contact Customer Service Control. 

 If you discover a suspect item outside a building:
• Move away as far as possible against the wind from the device and let police confirm if the 

device is suspect or not.

• Call Customer Service Control if within the confines of the Centre.
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6. Evacuation & Search Procedures

6.1 Search Methods
High Chelmer Centre Management operates a coloured card system to initiate search procedures 
surrounding a bomb threat situation:

• Customer Service Officers will distribute ‘Amber cards’ see Appendix 8 for Management attention 
to initiate a search.

• On completion Managers will need to inform, from the front door of their unit, the Customer 
Services Officer of the results.

• Please ensure all staff are ready for evacuation, if deemed necessary.

Customer Service Officers will not search your unit for three good reasons:

• They will be fully engaged in a search of all Public and Common areas, Plant Rooms, Service 
Roads and Yards etc.

• They are unlikely to know the layout of your unit, and all the various places in which a device 
could be concealed. You and your staff will know.

• They will not know what should be in any particular place and what should not. You and your staff 
will know, and be able to search more quickly and more thoroughly.

Search teams need to look for an unidentified object that:

• Should not be there.

• Cannot be accounted for.

• Is out of place.

Although the way staff conduct their searches is largely a matter for themselves, based on their local 
knowledge, they must conduct it in a logical and thorough manner so that no part of their area is left 
unchecked. 

With this in mind, you may consider adopting the methods outlined below.

6.2 How to Search
Depending on unit size, divide the area into sectors – large units may already be divided into 
departments and therefore it may be convenient to make these the sectors. It is most important that 
staff rooms, stairs, corridors and lifts are included in the search plans.

Two searchers should begin at a central point for the search. They should first listen carefully for an 
unusual noise, perhaps a ticking sound. Should they hear an unusual sound the searchers must 
assume a suspect device exists and inform Customer Service Control immediately.

If they hear nothing, they can start a systematic search, one of the searchers should start to the left 
and work clockwise and the other to the right, anti-clockwise. Each should complete three sweeps.

The first should be at floor level and include the floor itself, take in the lower part of the wall, and any 
other cupboards, cabinets, displays etc. The first sweep will be complete when both arrive back at the 
central point having crossed over half way. In this way each part of the area covered by that sweep 
will have been searched by both searchers.

On the second sweep, performed in the same way as the first, search the rest of the wall and fittings 
and finally on the third sweep, the ceiling, light fittings, tall cupboards, shelves, recesses and every 
place a device could be hidden.
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Stores will need to inform a Customer Service Officer if a suspicious object is found.

Remember – do not touch – get people away from the immediate vicinity and inform a Customer 
Service Officer or Control.

The person finding the object should be immediately available for interview by the Police.

If, after the search has been completed and if nothing has been found – Centre Management will 
give a “stand down” instruction by sending a message through the PA system.

6.3 The Decision to Evacuate
• If necessary the Centre will initiate a full evacuation (please refer to details in Part 3 section 1 

relative to the shopping centre’s Evacuation Procedures).

The Police will normally leave the decision to evacuate to the Centre Management, although they will 
of course be available in Customer Service Control to give advice to the Centre Management team. In 
exceptional cases, where for example Police have received specific information, they themselves may 
initiate an evacuation through the Centre Management Team. 

Equally, it may be necessary for the Police to insist that some units are not evacuated or change your 
normal evacuation route, where, for instance, they believe there may be an explosive device outside 
the Centre and evacuation would create a greater risk.

In any event, the co-operation of all will always be sought and High Chelmer Management hopes 
that you will help in every way you can to ensure that any evacuation is carried out as quickly and 
calmly as possible.

In certain situations the Police may request that in the event of an evacuation, units are left open to 
assist them in searching the whole Centre.

6.4 Centre Management
In the event that a threat is received by whatever means, the co-ordinator for an incident of this type 
is the Centre Manager, Deputy Manager or Customer Service Contract Manager. Out of hours, the 
Customer Service Contract Manager/Officer will act until a senior manager arrives.

This person will supervise all activities connected with searches and evacuation and will always be 
based in Customer Service Control.

Centre Management has these main responsibilities:

• Devising and maintaining a search plan.

• Devising and maintaining an evacuation plan.

• Assessing the long-term and short-term threat.

• Making the decision to evacuate.

• Making the decision to re-occupy.

• Liaison with emergency services.

• Arranging staff training and drills.

6.5 Decision to Re-occupy
Once an evacuation has been completed a decision will be made as to when the Centre can re-open.

Remember that there may be other devices in the Centre, which were undiscovered because the 
search was terminated and the Centre evacuated due to the discovery of a first device. It makes 
sense to have the rest of the Centre searched before considering re-opening.

If the evacuation was carried out before any search, the Centre would have to be searched before 
re-opening would be considered.



49High Chelmer Tenants Handbookhighchelmer.com

6.6 Major Incident – Chelmsford City Centre Evacuation Plan
In the event of High Chelmer having to evacuate in a Major Incident the relevant Assembly Point as 
stipulated in the Chelmsford City Centre Evacuation Plan 2016 will, where possible, be communicated 
to people on departure, see Plan in Appendix X. 

On receipt of an instruction to evacuate at least one member of your staff should be nominated to 
report to the member of Centre Management at the Assembly Point accounting for staff.

Chelmsford City Council’s Public Places Directorate have in partnership defined ‘Safe Zones’ to which 
shoppers and staff should be evacuated, for High Chelmer these are;

• Primary - Bellmead Park.

• Secondary 100m - Central Park.

• 400m – Admirals Park.

6.7 Firearms or Weapons Attack – Stay Safe
Recent events around the world remind us all of the terrorist threat we face, in the UK this is 
considered as ‘SEVERE’, meaning an attack is highly likely.

Police and security agencies are working tirelessly to protect the public but it is also important that 
communities and businesses remain vigilant and aware of how to protect themselves.

Public guidance from the National Police Chiefs’ Council (NPCC) for firearms and weapons attacks 
has been released. 

An informative film is available on the steps to take to keep safe in the event of a firearms or weapons 
attack at www.npcc.police.uk in addition a Customer Service Officer can present this to your staff 
upon your request. 

We ask everyone remain vigilant and report any suspicious behaviour or activity to the confidential 
Anti-Terrorist Hotline on 0800 789 321 or in an emergency, 999.
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6.8 Training and Awareness
Tenants will receive information/guidance and FREE training when applicable and available from 
Centre Management in relation to; 

Project ARGUS training provided through Chelmsford City Council in partnership with other agencies 
- a National Counter Terrorism Security Office (NaCTSO) initiative, exploring ways to aid you in 
preventing, handling and recovering from a terrorist attack. - http://www.nactso.gov.uk/OurServices/
Argus.aspx

Project GRIFFIN – directive from the Metropolitan Police on working in partnership to deter and detect 
terrorist activity.

Stay Safe – The NPCC Public Guidance, all tenants have been provided with the recent bulletin 
released for display and can access the guidance video at www.npcc.police.uk
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1. Managing Agent Management Policy Statement
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2. Health & Safety at Work Act 1974
The Health and Safety at Work Act 1974 places a duty on employers, employees and self-employed 
persons to ensure the Health, Safety and Welfare of all those who may be affected by their work 
activities.  

The Management of Health and Safety at Work Regulations 1999, as amended in 2003 and 2006, 
also requires those who share a work site to co-operate with each other in fulfilling their legal 
obligations, and to provide information where risks affect others or where responsibilities overlap.

3. Tenant Obligations
Centre Management are responsible for acting as co-ordinator between the Landlord, Managing 
Agent and Tenants.  Each tenant should nominate a responsible person to act as their Health and 
Safety co-ordinator, and Centre Management should be informed of this person.

Tenants should provide Centre Management with information regarding any business operation 
which may pose a risk to the Health and Safety of the Landlord and Managing Agent employees, 
contractors and visitors. This information should include an assessment of the specific risks and the 
preventative or protective measures which control them:

• Each tenant will be expected to operate their business in a safe manner, in compliance with all 
relevant Health and Safety law. In particular, tenants are required by law to carry out an 
assessment of the risks associated with their operation. They should take whatever steps are 
necessary to reduce risk to themselves and their employees, to visitors to the Centre and to others 
who may be affected by their operation.

• Tenants should be aware that poorly maintained equipment and systems within their units can 
lead to fire and damage to the site as a whole, as well as injury to others.

• Tenants have a responsibility to control the work of contractors acting on their behalf using an 
internal Permit to Work or similar procedure and should ensure that they too carry out their work 
safely. In particular, ‘hot works’ require additional controls.

• Tenants must give the Centre Management at least three working days notice of work which is to 
be carried out by contractors and which could affect the normal running of the Centre. 
Notwithstanding this, work which involves shop fitting of any nature and/or structural alterations 
to the tenant’s unit must not be carried out without written permission from LaSalle Investment 
Management in accordance with the terms of the lease.
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3.1 Asbestos
By virtue of the age of the building it is possible that asbestos based products remain within the 
building fabric or service installations and its presence must not be ruled out.

A register of known asbestos within Landlord’s areas of the Centre is held within the Centre 
Manager’s office and is freely available for inspection during normal trading hours. However, it is the 
responsibility of the tenant to ensure that an asbestos survey is undertaken within the shop unit 
before any work begins.  If work is likely to involve disturbance, however slight, or removal of any 
asbestos material subsequently identified, a licensed Asbestos Removal Contractor must carry out 
the work. Any asbestos removal must be supervised by a NAMAS accredited Independent Analyst 
and air clearance certificates obtained.

Should any contractor come across a substance, left in situ, encapsulated and labelled “Asbestos - 
Do not disturb” or which they suspect may contain asbestos, they must not disturb the material. Work 
in the vicinity must stop immediately and steps taken to ensure that other persons do not disturb the 
material. The Centre Manager must be contacted immediately. Steps should then be taken to verify 
the composition of the material. Contractors must not resume work until it has been deemed safe to 
do so. 

Centre Management is to be advised of any asbestos removal operations proposed prior to 
commencement in order for approval to the obtained. The tenant is also obliged to provide a copy of 
their ‘Asbestos Survey’ and related documentation to Centre Management. 
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4. Contractors
The Health and Safety at Work Act 1974 and The Management of Health and Safety at Work 
Regulations 1999, as amended in 2003 and 2006, place a duty on those persons in control of a 
workplace to provide contractors and their employees with information about Health and Safety.

To help safeguard your contractors’ employees’ Health, Safety and Welfare while they are working at 
these premises, Centre Management provide a specific ‘Contractors handbook’ containing:

• A Health and Safety Policy Statement;

• Plan of site showing fire escape routes;

• Work Procedures covering:

 - Fire Prevention and Evacuation

 - First Aid / Accidents

 - Restricted Access

• Specific work procedures related to the work area;

• Asbestos notice;

• Instructions and rules for contractors;

• Other Health & Safety information specific to your company and demised area.

Prior to commencing work contractors must read and sign confirming the Contractors 
Handbook has been read and information understood Appendix 10.

Contractors working within the ‘Common Areas’ of High Chelmer, on behalf of a Tenant Landlord or 
Managing Agent have a legal duty to provide their employees information on:

• risks to their health and safety posed by the site;

• the preventative and protective measures which control those risks;

• emergency procedures;

• the identity of persons responsible for emergency procedures.

In the case that the above applies to a ‘Tenants Contractor’ the responsibility to provide the 
relevant Health and Safety information lies on the Tenant and not the Landlord or Managing 
Agent.

In addition, Contractors working within Common Areas of the Centre must provide Centre 
Management on behalf of the Landlord with copies of their:

• Risk Assessment;

• Method Statement;

• Insurance Certificate;

• Permit to Work provided by and agreed by Centre Management Appendix 11.

Should any further assistance relating to this information be required please contact Centre 
Management – 01245 260755
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5. Landlord and Managing Agent Contractors
Each contractor employed by the Landlord or Managing Agent will have received, under the 
procedure for appraising contractors, detailed information about site rules/regulations and 
expectations of the contractor’s work.

In addition, when a contractor has been selected to carry out work on site the contractor is provided 
with a copy of the ‘HEALTH AND SAFETY INFORMATION TO CONTRACTORS’.  A contractor whose work 
involves access to a particularly hazardous area or the use of specialist on-site access equipment (for 
example a window cleaning cradle) will also receive a copy of the equivalent procedure from the 
manual.

When a contractor’s employee visits the site to carry out work on behalf of the Landlord or Managing 
Agent, Centre Management will check to ensure that the individual has received the relevant 
essential safety information from the employer. If not, Centre Management will arrange to provide a 
copy of this information.
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Marketing is defined as ‘The Management Process for identifying, anticipating and satisfying customer 
requirements profitably’.  It encompasses the entire customer offer and experience including ethos 
and behaviour to customers, Centre environment, customer service and overall customer experience.

A comprehensive promotions and marketing programme wherein regular events and advertising 
takes place is developed by Bewonder* for High Chelmer which delivers opportunities for all tenants 
across the full range of the marketing mix. 

1. High Chelmer Marketing - Bewonder
The asset managers of High Chelmer employ a team of highly experienced marketing professionals to 
deliver stand out activity, which incorporates regular marketing events and advertising opportunities. 

The core focus of the High Chelmer marketing programme is to heighten awareness of the total retail 
offer to maximise footfall traffic and deliver positive store sales performance. 

Our primary objectives are:

• Increase footfall;

• Have a direct positive influence on store sales performance;

• Enhance shopper loyalty, dwell time and repeat visits;

• Positively communicate the High Chelmer brand and image at all times.

Secondary objectives are:

• Play a pivotal role as a City Centre marketing partner;

• Increase interaction across our social media platforms;

• Deliver a heightened online user experience with easy access to core Centre information.
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2. Marketing Platforms
There are a number of opportunities on offer to all tenants to be involved in High Chelmer’s marketing 
programme. These include:

2.1 highchelmer.com
The High Chelmer website received a major overhaul to bring the shopper experience into line with 
the very latest technology and deliver a simpler and more interactive user experience. 

The site benefits from being mobile,optimised to give user access to content in an app style formation 
when viewed via a Smartphone (with content effective across all operating software platforms). 

The design of the site has been tailored to High Chelmer’s shoppers with the programming led by 
Google Analytics data from the preceding twelve months to establish popular content, page location 
and grant access to desired information in ranked order. 
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The site communicates Centre and general information, including latest news articles, development 
work updates, events, job vacancies, offers, promotions, competitions, tenant business descriptions 
and hyperlinks to business websites, sponsorship opportunities and style advice. 

Highchelmer.com offers an interface whereby shoppers can contact High Chelmer’s Marketing and 
Centre Management team and sits at the forefront of all our outreach campaigns. 

All tenants have access to a dedicated portal on highchelmer.com where they can view and 
download information from the Centre as well as details of all marketing opportunities available to 
stores.

Tenants wishing to explore further opportunities through highchelmer.com should contact Bewonder* 
who can arrange regular updates to the site on an organic basis. There is no limit to how many 
changes and updates a tenant can make and we encourage all tenants to maintain a two-way 
dialogue so highchelmer.com becomes an effective route to market and promotion of your own store 
business plan. 

2.2 Social Media - Facebook
Our Facebook profile is updated on a daily basis and continues to see significant growth as we 
deliver greater content and interactive features for our shoppers. Since the appointment of 
Bewonder* to deliver marketing activity for High Chelmer (October 2012) our Facebook fan numbers 
have continued to increase year on year.

As important to fan numbers is the level of fan engagement and interaction that is delivered and 
through our on-going events programme and specific digital platform content we ensure we 
maximise this route to market for all proactive tenants. Please ensure that you keep Bewonder 
up-to-date with all your latest offers, store news and incentives so we can help you to drive your 
business forward.
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2.3 Social Media - Twitter
Twitter is playing an increasingly important role in our social media activities and we continue to see 
strong growth with current followers.

We utilise Twitter to the same level as Facebook with daily tweets delivered to raise awareness of our 
on-going marketing activities, events and important store details. To ensure you receive high level 
exposure as part of our Twitter output programme, please stay in contact with Bewonder to maximise 
performance.  

3. High Chelmer Events
Throughout the year we deliver a heroic programme of engaging, retailer focused and highly 
co-ordinated marketing events, which have been carefully designed to heighten engagement with 
shoppers at High Chelmer.

To ensure you play a role in the delivery of these and the other marketing initiatives we will be 
delivering Bewonder* operate an open-dialogue system where at any time they can be contacted to 
discuss involvement in planned events or how additional opportunities might be delivered. 

To raise awareness of our planned event schedule we have devised a media schedule, based on the 
findings of our latest consumer research, which utilises a range of media, including press advertising, 
HTML e-shots, in Centre POS and digital geo-targeted ads. 

Post-publicity information is displayed on Highchelmer.com, Facebook and Twitter with primary focus 
being placed on the latter to drive engagement, interaction and fan numbers on our social media 
platforms.   
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4. Stay in Touch
At the start of each quarter Bewonder* produce a marketing newsletter which is hand delivered to all 
tenants, informing you of past successes, opportunities with our digital platforms and how you can 
become involved with our future planned event schedule. Marketing newsletters can also be found 
on the Tenant Portal of highchelmer.com in digital versions to share with your respective local, area 
and head office contacts.

Our marketing team are on-site once a month to meet with stores on a face-to-face basis and can be 
contacted at any time to discuss how you can become more involved in planned activities.  Contact 
details are as follows:

Sarah Rawlings 
Marketing Manager 
M: 07710 965731 
E: sarah.rawlings@bewonder.co.uk 
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1. Displays & Advertising Promotions
Promotions, events and exhibitions increase footfall, raise awareness and generate interest.  

Centre Management control and manage areas within the Centre to deliver throughout the year a 
programme of displays, promotions and exhibitions.

Store promotions are the tenants’ responsibility; however all tenants have the opportunity to request 
space within the Centre to promote events, goods and services but must obtain prior approval from 
Centre Management.

There is a plasma screen and promotional literature facility next to The Fragrance Shop gifted for 
exclusive use by Chelmsford City Council for promotion of their Theatres and Leisure services and 
events and a community board in Central Square between River Island and Primark for the display of 
A4 posters promoting community/charity events, we also have a limited facility for tenant promotional 
literature/leaflets please contact Centre Management regarding this facility.

Please note High Chelmer does not permit - 

• The display of or provision of Helium Balloons- These are dangerous to the environment and 
wildlife. 

• Leaflet distribution- Leaflets quickly become litter (particularly if they have no retention value) and 
slip hazards.

• Obtaining details for Direct Debit Collection purposes.

2. Commercialisation
‘Space and People’ manage the short term leases for third party companies who wish to promote/
exhibit their brand or product’s direct to High Chelmer customers. Space and People manage several 
locations within the Centre for promotions including several ‘Retail Merchandising Units’ in the Centre.

Centre Management consider all promotional proposals prior to acceptance, ensuring the 
companies offer has synergy with the Centre’s brand, values and marketing positioning. Striking a 
fine balance between optimising non-rental income and avoiding mall ‘clutter’ - Contact Space & 
People for information including rates on 0845 241 8215.
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3. Advertising/Promotional - Poster, Banner & Floor Vinyl
Various poster, vertical banner and floor vinyl sites are positioned throughout High Chelmer in high 
footfall areas ensuring maximum shopper impact and uptake. A majority of poster sites are used to 
communicate information regarding High Chelmer events and promotions and on occasion’s 
banners and floor vinyl’s are similarly used. 

During quiet periods for Centre promotions High Chelmer offers poster, banner and floor vinyl space 
for tenants or local organisations wishing to advertise a particular event, campaign or promotion.  
There are costs associated with the three options (examples of these are below), however, should 
participants have their own method of production High Chelmer will accommodate these. 

Central Square Vertical Banners (1.06m x 2m)

Contact Jason Little JL Media – Jason@jl-media.co.uk Tel: 07979 498698 

Central Square Floor Vinyl (2.4m x 2.4m)

Contact Jason Vickers Flying Saucer Creative - jason@flyingsaucercreative.com Tel: 07766 542811

Mall Posters 

A2 (Internal) - up to 14 positions/locations within the malls.

Contact Jason Little JL Media – Jason@jl-media.co.uk Tel: 07979 498698 

4. Pod Advertising/Promotion 
High Chelmer has three information advertising pods with interactive screens, one at each entrance 
to the malls, advertising High Chelmer information including opening times, Centre events and amall 
directory, they will also be used for tenants to promote their goods, services and events. The pods 
also print out vouchers redeemable in tenants’ shops and stores. 

Any questions or queries should be forwarded in the first instance to Sarah Rawlings

Marketing Manager

M: 07710 965731

E: sarah.rawlings@bewonder.co.uk 
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1. Corporate Social Responsibility (CSR)
High Chelmer has a symbolic relationship with the City within which she resides and the people she 
serves and as such the Management Team is committed to providing CSR opportunities to local 
activities and initiatives directly beneficial to customers served by the Centre.  The team recognises 
the high profile role of the Centre in the fabric of the local community – a regular place to meet, shop, 
work or simply spend time with family.  Engaging with and maintaining good relations with the 
community by not just focussing on encouraging customer spend but making a contribution to give 
back to the community and people the support they have for High Chelmer. 

Activity under CSR is enormous from reducing waste to promoting equal opportunities and from 
charity fund raising to improving public transport provision.  However, most fit into five key areas:

• Community;

• Charity;

• Environment;

• Education;

• Communication.

Centre Management work closely with the local community to ensure activities and initiatives are 
communicated and delivered successfully.

2. Charity Collections
Charity collections must be in receipt of a license from Chelmsford City Council (CCC) prior to any 
collection taking place.  The contact telephone number at CCC to apply for a Permit to Collect is – 
01245 606727. This Permit allows charities to collect in the City Centre and High Chelmer, this ensures 
only one charity is permitted to collect at any one time. Retailers who organise charity collections 
within their stores will be unable to extend their collection into malls or outside their premises, without 
a license.
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Appendix 1 – High Chelmer Plan
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Appendix 2 – Tenant Contact Details
3 Mobile 
 

Alistair Stewart 
 

Banana Tree 
 

Bang & Olufsen  
 

Belleza Beauty 
 

BEP Group 
 

Betfred 
 

Blue Inc 
 

Bon Marche 
 

Boots Opticians 
 

Boots the Chemist 
 

Bourgee 
 

British Heart Foundation 
 

Camera World 
 

35 High Chelmer West 
Chelmsford 
Essex CM1 1XR

8/10 New London Road 
Chelmsford 
Essex CM2 0SW

25/27 Exchange Way 
Chelmsford 
Essex CM1 1XS

16/18 New London Road 
Chelmsford 
Essex CM2 0SP

12 Exchange Way 
Chelmsford 
Essex CM1 1XB

5th floor 
Threadneedle House 

2 Market Road 
Chelmsford 
Essex CM1 1XA

30/31 High Chelmer West 
Chelmsford 
Essex CM1 1XR

18/19 Exchange Way 
Chelmsford 
Essex CM1 1XD

2b High Chelmer East 
Chelmsford 
Essex CM1 1XG

43 High Chelmer East 
Chelmsford 
Essex CM1 1DD

4/5 Exchange Way 
Chelmsford 
Essex CM1 1XB

24 High Chelmer West 
Chelmsford 
Essex CM1 1XR

7 Exchange Way 
Chelmsford 
Essex CM1 1XB

01245 353931 
 

267089 
 

 
 

266117 
 

07809 761503 
 

 
 

01925 734371 
 

697155 
 

396756 
 

354027 
 

258252 
 

251660 
 

256429 
 

255510/255503 
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Card Factory 
 

Carluccio’s 
 

CeX 
 

Chelmer Fine Art 
 

Chelmsford Barber Shop  
 

Community Bookshop 
 

Chelmsford Style Nail 
 

City Diner 
 

Clarks Shoes 
 

Claydon’s Newsagent 
 

CN Nail Spa 
 

Co-Op Bank 
 

Co-Op Opticians 
 

Cote Brasserie 
 

17 Exchange Way 
Chelmsford 
Essex CM1 1XD

2-3 Exchange Way 
Chelmsford 
Essex CM1 1XB

9/11 Exchange Way 
Chelmsford 
Essex CM1 1XB

6 New London Road 
Chelmsford 
Essex CM20SW

4 Cornhill 
Chelmsford 
Essex CM1 1XE

4 Market Road 
Chelmsford 
Essex CM1 1XA

26 High Chelmer West 
Chelmsford 
Essex CM1 1XR

6 Exchange Way 
Chelmsford 
Essex CM1 1XB

36/37 High Chelmer West 
Chelmsford 
Essex CM1 1XL

1 Market Road 
Chelmsford 
Essex CM1 1XA

5 Market Road 
Chelmsford 
Essex CM1 1XA

11 Market Road 
Chelmsford 
Essex CM1 1XA

22 New London Road 
Chelmsford 
Essex CM2 0SW

1 Exchange Way 
Chelmsford 
Essex CM1 1XB

496204 
 

260224 
 

352225 
 

456677 
 

357778 
 

265636 
 

348001 
 

266178 
 

265585 
 

07889 728321 
 

359952 
 

352934 
 

347666 
 

206173 
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Deichmann Shoes 
 

DW Sports 
 

Ernest Jones 
 

Essex Boys Barbers Shop 
 

Evoke 
 

Game 
 

Greggs 
 

H & T Pawnbrokers 
 

Hill & Abbott 
 

HMV 
 

Ideas Hub 
 

J D Sports 
 

Leaders 
 

Linens Direct 
 

15-16 High Chelmer West 
Chelmsford 
Essex CM1 1XL

21-23 High Chelmer West 
Chelmsford 
Essex CM1 1XL

38 High Chelmer East 
Chelmsford 
Essex CM1 1XU

20 New London Road 
Chelmsford 
Essex CM2 0SW

Chancellor Hall Market Road 
Chelmsford 
Essex CM1 1XA

16 Exchange Way 
Chelmsford 
Essex CM1 1XR

20 Exchange Way 
Chelmsford 
Essex CM1 1XD

25 High Chelmer West 
Chelmsford 
Essex CM1 1XR

1st Floor Threadneedle House 
9/10 Market Road 
Chelmsford CM1 1XH

3/4 High Chelmer East 
Chelmsford 
Essex CM1 1XG

1-4 Market Square 
Chelmsford 
Essex CM1 1XL

6 High Chelmer East 
Chelmsford 
Essex CM1 1XG

3 Cornhill 
Chelmsford 
Essex CM1 1XE

27/28 High Chelmer West 
Chelmsford 
Essex CM1 1XR

265903 
 

299269 
 

251394 
 

01245 258306 
 

492881 
 

348520 
 

267738 
 

259004 
 

258892 
 

253440 / 0843221 0149 
 

07880 990443 
 

359141/256038 
 

346660 
 

281544 
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Little Lotus 

Miss Selfridge 
 

Mobile Technician Ltd 
 

Mr T Unlock and Repair Centre 
 

New Look 
 

Next 
 

Office 
 

On Time Watches

Oxfam 
 

Pandora 
 

Pokusa 
 

Polish Deli 
 

Poundworld 
 

Primark 
 

Queenie’s Coffee Shop 
 

Exchange Way 
Chelmsford

7 High Chelmer East 
Chelmsford 
Essex CM1 1XG

Exchange Way 
Chelmsford 
Essex 

8 Cornhill 
Chelmsford 
Essex CM1 1XE

29b High Chelmer West 
Chelmsford 
Essex CM1 1XR

10/11 High Chelmer West 
Chelmsford 
Essex CM1 1XL

2a High Chelmer East 
Chelmsford 
Essex CM1 1XG

East Mall

6 Market Road 
Chelmsford 
Essex CM1 1XA

34 High Chelmer East 
Chelmsford 
Essex CM1 1XR

3 Market Road 
Chelmsford 
Essex CM1 1XA

5-6 Cornhill 
Chelmsford 
Essex CM1 1XE

29a High Chelmer West 
Chelmsford 
Essex CM1 1XR

9 High Chelmer East 
Chelmsford 
Essex CM1 1XL

7 Cornhill 
Chelmsford 
Essex CM1 1XE

07942825048 

266825 
 

07433 921154 
 

01245 690123 
 

211940 
 

244050 
 

259797 
 

07584 676156

356723 
 

263774/261377 
 

01245 356253 
 

07939 229896 
 

499054 
 

256358 
 

07761 588767 
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River Island 
 

Shoe Zone 
 

Sky 
 

Smiggle 
 

Socialites 
 

Starbucks 
 

STA Travel 
 

Subway 
 

Superdry 
 

Swanstaff Recruitment 
 

The Body Shop 
 

The Fragrance Shop 
 

The Perfume Shop 
 

Thomas Cook 
 

8 High  Chelmer East 
Chelmsford 
Essex CM1 1XG

32 High Chelmer West 
Chelmsford 
Essex CM1 1XR

East Mall 
Chelmsford 
Essex CM1 1XB

14 Exchange Way 
Chelmsford 
Essex CM1 1XB

Exchange Way 
Chelmsford 
Essex CM1 1XB

Central Square 
Chelmsford 
Essex CM1 1XB

13 Exchange Way 
Chelmsford 
Essex  CM1 1XB

12 New London Road 
Chelmsford 
Essex CM2 0SW

41/42 High Chelmer East 
Chelmsford 
Essex CM1 1XU

14 New London Road 
Chelmsford 
Essex CM2 0SW

40 High Chelmer East 
Chelmsford 
Essex CM1 1XU

15 Exchange Way 
Chelmsford 
Essex CM1 1XB

39 High Chelmer East 
Chelmsford 
Essex CM1 1XU

19-20 High Chelmer West 
Chelmsford 
Essex  CM1 1XL

347622 
 

349508 
 

07823 551540 
 

349449 
 

07983 634083 
 

347478 
 

208744 
 

267407 
 

697581 
 

266888 
 

357591 
 

491485 
 

348386 
 

408284 
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Thorntons 
 

Timpsons 
 

Topshop/Topman 
 

Turtle Bay 
 

Venus Nails 
 

Vision Express 
 

33 High Chelmer West 
Chelmsford 
Essex CM1 1XB

4 New London Road 
Chelmsford 
Essex CM2 0SW

1 High Chelmer East 
Chelmsford 
Essex CM1 1XG

22-24 Exchange Way 
Chelmsford 
Essex CM1 1XD

2  Cornhill 
Chelmsford 
Essex CM1 1XE

5 High Chelmer East 
Chelmsford 
Essex CM1 1XG

263140 
 

347087 
 

348173 
 

263444 
 

07786 437799 
 

251313 
 



77High Chelmer Tenants Handbookhighchelmer.com

Appendix 3 – Customer Service Authorisation Form

Customer Service Assistance Authorisation Form
To: All Tenants

High Chelmer Shopping Centre

RE: Customer Service Assistance

Customer Service Personnel at High Chelmer regularly patrol the shopping malls, service yards and the 
perimeter of the Centre. They can also provide a service to tenants by walking through shop premises creating 
a deterrence with their presence and giving advice with regard to security and fire and safety matters.

In order to do this, however, specific permission is needed, and in the past this was by way of a written request 
by tenants on their own headed paper.

To simplify matters, the form below should be completed if you wish to use this service.

Centre Management 
High Chelmer Shopping Centre

Unit Name:

Address:

I hereby give permission for High Chelmer Customer Service Personnel to enter the above premises 
and assist with any security, fire and safety matters that may arise.

Signed:

Dated:
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Appendix 4 – Useful Contacts
Company/Organisation

Action Doors

ADT (Thorn)

Advanced Mechanical Services 
(Steve Toy)

Anglian Water

Asbestos Surveyors - Bellamy

Green Recycling/ 
Chelmsford City Council

Chambers Glazing –  
Joe Chambers

Chelmsford Fire Station 

Customer Service Control  

Electrical Emergencies 
UK Power Networks - Empass 

Essex & Suffolk Water 

Gas Emergencies 
 
Transco

High Chelmer Centre 
Management

HSS Hire

Bewonder

Cushman & Wakefield  
Everett Newlyn

Munro 

Oil Disposal -  WJ Curley  
and Sons 

Police

Power Rod (John Kirby)

Skip Hire

Contacts

01462 624555

0844 800 1999

01621 869587 / 868223
07774 298568 (mobile)

08457 145145 (24 hours)

01245 478333

01621 842600/01245 615800 
01732 852244

01245 492595
07736 721083

01245 265761 (Watch Room)

01245 352726 
Out of Hours 07866 319299.

0800 783 8838 (emergency/supply loss 
08701 963082 

08457 820111 
0800 526337 (leaks)

0800 111 999  (to report a leak 24 Hour 
emergency line) 
08706 081524

01245 260755 

01245 266022

0207 152 5082 – Contact James Merrett 
01245 465060 - Contact Paul Everett

01245 392610 
07748 114203 – Steve Vickers

020 8555 8025 - Out of hours call  
07887 723 237 
Email: info@wjcurleys.co.uk 

01245 491212 (Chelmsford

07860 926143

01621 842600

Service Type

Doors and shutters 

Fire alarm systems

Plumbing and boilers

Sewage

Asbestos

Refuse

Glazing

Fire Safety

 

Electricity - Can provide the name 
of the electricity supplier of any 
given property in this region.

Water 

Gas - Can provide the name of 
the gas supplier for any given 
property in this region.

 

Hire Shop

Marketing Agency 

Letting Agents 

Electricians – out of hours use 
mobile numbers

 
 

Crime Management

Drains

Green Recycling
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Thameside Fire & Protection 

VSG

01268 597999  
Andy Belsey 07545 005998

01604 744001

Sprinkler system and 
Threadneedle House fire alarm

Security

Chelmsford City Council 

Main Switchboard -  01245 606606 City Link Radio 01245 606477

Environmental Health -  01245 606890 City Centre Marketing Management - 01245 606811

Permits and Charity Licenses -  01245 606680

The Mayors Office -  01245 606649

City Centre CCTV -  01245 606999
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Appendix 5 – Evacuation Plan
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Appendix 6 – Emergency Evacuation – Notice

Emergency Evacuation
High Chelmer Emergency Evacuations will be alerted through individual units fire alarm systems, 
simultaneously the centres PA system will announce ‘There is an emergency in High Chelmer please leave 
by the nearest exit’

Secure and evacuate your premises immediately using the nearest and safest exit.

In the event of an evacuation Fire Wardens/Responsible persons need to ensure their units are clear and that 
all personnel are accounted for reporting immediately to the member of Centre Management located at the 
‘Designated assembly point’ (The monument in Bellmead Park).
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Appendix 7– Telephone Bomb Procedure ‘Check Sheet’
Actions to be taken on receipt of a bomb threat 
(Reference: Bombs: Protecting People and Property: M15 Security Advise)

• Switch on tape recorder (if connected)

• Tell the caller which district/town you are answering from

• Record the exact wording of the threat

Ask these questions

1. Where is the bomb now?                                                                                                                         

2. When is it going to explode?                                                                                                

3. What does it look like?                                                                                                         

4. What kind of bomb is it?                                                                                                       

5. What will cause it to explode?                                                                                              

6. Did you place the bomb?                                                                                                     

7. Why?                                                                                                                                    

8. What is your name?                                                                                                             

9. What is your address?                                                                                                         

10. What is your telephone number?                                                                                          

• Record the time call completed

• Where automatic number reveal equipment
 is available, record the number shown

• Inform Store Manager/Centre Manager

• Name and telephone number of person informed

• Inform the police by using the emergency number (999)
 Time informed:
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This part should be completed once the caller has hung up and the Police/Centre Management have 
been informed

• Time and date of call:

• Length of call:

• Number at which call was received
 (ie: your extension number)

• About the caller

 Male  Nationality 

 Female  Age 

• Threat language

 Well spoken  Foul 

 Irrational  Incoherent 

 Taped  Message read by caller 

• Callers Voice

 Calm  Excited 

 Crying  Stutter 

 Clearing throat  Disguised 

 Angry  Slow 

 Nasal  Lisp 

 Slurred  Accent 

 Rapid  Deep 

 Familiar  Laughter 

 Hoarse 

• If the voice sounded familiar, whose did it sound like?

• What accent?

• Background sounds

 Street noises   PA System 

 House noises   Booth 

 Animal noises   Music 

 Crockery  Factory machinery 

 Motor   Office machinery 

 Clear   Voice Static 

 Other (specify) 

• Remarks

Signature: Print: Date:
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Appendix 8 – ‘Amber Cards’

IMPORTANT
AMBER ALERT – BOMB THREAT

ACTION:

Take this card to your Manager IMMEDIATELY

1. Initiate your search procedures in your premises without delay

2.  Wait at the front of your unit ready to inform the designated Customer Services Officer of 
your search result

3. Please ensure all staff are ready to Evacuate if deemed necessary
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Appendix 9 – Chelmsford City Centre Evacuation Plan
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Appendix 10 – Shop Fit Agreement

This summary details sections of criteria within this Handbook that contractors agree to accept, understand 
and agree to when completing a Shop Fit Agreement.

General Safety
The Contractor and associated agents must:

• Be familiar with the Health and Safety at Work Act 1974 and COSHH regulations.

• Be aware of High Chelmer Emergency evacuation procedures detailed in section 3 of this handbook.

• Comply with the Centre’s Health, Safety and Welfare policies.

Area of Work
All work is to be conducted within the shop unit, including mixing for wet works.

Risk Assessment and Method Statement (RAMS)
Prior to commencing work at High Chelmer provide RAMS to cover the entirety of the contracted works 
including safety measures to protect employees, High Chelmer staff, Customers and the general public 

Hoarding
Prior to installation MUST be agreed by Centre Management.  

The hoarding must be a maximum of 1 meter from the shop front, it must have splayed 45o sides to aid 
neighbouring tenants’ sight lines and mall floor finishes and ceilings must be suitably protected to prevent 
damage. There must be a one hour fire resistance on the inside of the hoarding and a breakout panel (not a 
door) must be provided where the unit has no secondary means of escape.  The hoarding must have a 
smooth, fair-faced finish and appropriate graphics/signage should be applied, contractor signage is not 
permitted without prior consent from Centre Management.

Glass/Shop front & Signage
Prior to agreement from Centre Management work must be conducted between the hours of 19.00 and 07.00, 
unless otherwise stated, when High Chelmer is closed. Shop Front and Signage changes must, prior to 
installation, receive Landlord consent, if necessary communications can be managed by Centre Management.

Parking
There are no parking facilities available at High Chelmer. However arrangements can be made with Centre 
Management for at least one vehicle to remain on site for the duration of contractual requirements. All service 
yards are access controlled with access permitted to other contractor vehicles to load and unload only.

Shop fitting Agreement

Unit -

Prior to commencement of any works, the main contractor is required to sign this  agreement and to 
ensure that all persons working on the premises are familiar with its contents. In order to comply with 
current Health and Safety legislation and to minimise disruption to the Centre, the following 
conditions will apply for the duration of the programme of works.
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Noise
Works generating excessive noise, vibration and/or dust can only be undertaken between the hours of 19.00 
and 07.00 Monday to Sunday, by prior arrangement with Centre Management.

Services
No disconnection/reconnection to mains supplies should be undertaken without Centre Management’s prior 
knowledge and consent. 

Please note interruption of electrical supplies can potentially cause an unnecessary activation the 
Centre’s Fire Alarm System.

Fire System
No work can be undertaken on Fire Systems and Services within the premises without Centre Management’s 
prior knowledge and consent. Failure to provide notification will result in a potentially unnecessary alarm 
activation, full evacuation and attendance from the Fire Services. 

Interfacing with the Centre’s alarm system must be via the Centre’s contractor.

Site Facilities
No facilities are provided by High Chelmer including toilets and telephones. Public toilets and payphones are 
located in Market Road.

Permission to Access
No contractor should commence any work in common areas of High Chelmer without prior permission 
obtainable from Centre Management.

Site Housekeeping
Centre Management ensure high standards of cleanliness are achieved at High Chelmer therefore all 
contractors must ensure waste materials are kept within the premises and where required consent is obtained 
from Centre Management to locate a skip within the service yards, this will be arranged in conjunction with 
Customer Services.

The contractor must provide evidence of Insurance cover to indemnify the Client or agents in respect of any 
negligence resulting in personal injury and/or death, or damage to property and plant arising out of or in 
connection with the contract work. 

Services and plant must be left in a safe condition at the end of the day’s work.

Any nuisance to the Centre must be avoided, including music levels.

Security
The Contractor will assume responsibility for security of the premises, plant and equipment at all times.  No 
access is permitted into the main centre from the premises during period of works.

High Chelmer has 24 hour guarded security and CCTV cover, service yard gates are locked overnight and 
access or exit can then only be obtained via Customer Service Control Day: 01245 352726/ Night; 07866 
319299 

Prior knowledge of out of hours working must be provided and agreement from Centre Management 
obtained in the absence of this entry to High Chelmer will be refused.
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SHOP FIT AGREEMENT - This Agreement must be signed by both parties.

Contractors engaged to carry out works within the centre must comply with the Management procedures and 
requirements, a breach of any site or statutory procedure/regulation could result in the suspension of work.

Consent for shop fitting works is granted on the aforementioned conditions:

Signed:

Centre Management

Date:

I confirm that I have read and will comply with the aforementioned conditions:

Signed:

Main Contractor

Date:

Contractor Details:

Name:

Company:

Address:

Telephone No:

Telephone No (24 Hour):
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GENERAL PERMIT TO WORK 

Permit No: GEN/ 

A. GENERAL DETAILS 

Date of Issue: Period of Issue (24hr Clock e.g. 08:30) From Hrs to Hrs

Site/Building Where Work To Be Undertaken: 

Exact Area/Location 

Type of Work To Be Undertaken 

Work On Or Interface With The Fire Alarm System 
Work On Or Interface With The Sprinkler System 
Work on mechanical equipment accessible by the          
general public (Lift, escalator etc) 
Work Carried Out On Roof, Or At Height  
Work Over, Or Near To Water 

�   Work On, Or Testing Of High Pressure Systems 
�   Work On, Or The Removal Of Asbestos 

Work on or adjacent to cooling towers 
�   Work Involving The Use of Remote Controlled Machinery 
�   Other (Please Specify): 

Detailed Description of Work to be Carried Out: 

Note:  This permit is only valid on the date of issue and between those hours specified above.  If the work 
cannot be completed within the agreed timescales or if changes to the work activities are required, then this 
permit must be cancelled and a new one issued. 

B. DETAILS OF RESPONSIBLE PERSONS CARRYING OUT WORK 

Name of Person Permit Issued To: Job Title: 

Employing Company: 

C. SAFETY PRECAUTIONS 

Risk Assessments Provided? �  Yes �  No 
Method of Work Statement Provided? �  Yes �  No 
Warning Signs Displayed? �  Yes �  No 
Barriers in Place? �  Yes �  No 
If work at height an emergency rescue plan is in place Yes �  No 
Detail Any Other Precautions Required? • 

•
Have These Precautions Been Put Into Place? �  Yes �  No 

D. AUTHORISATION TO WORK – To be completed by the authorised person 

I hereby declare that the necessary precautions have been put into place and that the work specified in Part A is 
authorised to commence.   
ALL OTHER AREAS MAY BE DANGEROUS AND ARE NOT TO BE ENTERED  

Signed Name (printed) Date Time

E. ACCEPTANCE – To be completed by contractor 

I hereby declare that I accept responsibility for carrying
 out the activity in the area detailed in Part A of this permit, and that no attempt will be made by me or by persons under 
my control to work in any other areas. Appropriate safety precautions will be taken at all times. 

Signed Name (printed) Date Time

F. COMPLETION OF WORK – To be completed by contractor 

This is to certify that the work detailed in Part A has been stopped/completed. Personnel, tool and equipment have been 
withdrawn. All persons under my control have been warned that it is no longer safe to work in the area. 

Signed    Name (printed)    Date  Time

G. CANCELLATION – To be completed by the authorised person 

I declare this Permit to be cancelled. The equipment has been tested and checked prior to being put back into service. 
No work is now to be undertaken and that area has been made operational, all notices, signs, barriers etc. removed. 

Signed    Name (printed)    Date  Time

Appendix 11 - Permit to Work
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Appendix 11 - Permit to Work Cont.

CONFINED SPACES PERMIT TO WORK 

Permit No:  CON/ 

A. GENERAL DETAILS 

Date of Issue: Period of Issue (24hr Clock e.g. 08:30) 

From 

Hrs to Hrs 

Site/Building Where Work To Be Undertaken: 

Exact Area/Location 

Type of Work To Be Undertaken 
Detailed Description of Work to be Carried Out:  (Includes Details of Specific Hazards To Be Found i.e. O2 
Deficiency/Enrichment, Presence of Gas etc). 

Note:  This permit is only valid on the date of issue and between those hours specified above.  If the work 
cannot be completed within the agreed timescales or if changes to the work activities are required, then this 
permit must be cancelled and a new one issued. 

B. DETAILS OF RESPONSIBLE PERSON CARRYING OUT WORK 

Name of Person Permit Issued To: Job Title: 
Employing Company: 

C. SAFETY PRECAUTIONS – PRIOR TO ISSUING THIS PERMIT ADVICE MUST BE SOUGHT FROM THE  
REAL ESTATE HEALTH AND SAFETY TEAM 

Risk Assessments Provided? �  Yes �  No 
Method of Work Statement Provided? �  Yes �  No 
Emergency / Rescue Plan is in place       Yes �  No 
Warning Signs Displayed? �  Yes �  No 
Valves Isolated From Pipes/Tanks? �  Yes �  No 
Machinery Isolated? �  Yes �  No 
Inert Gases Purged? �  Yes �  No
Lifeline to be worn? �  Yes �  No 
Breathing Apparatus To Be Worn? �  Yes �  No 
Operators to Work in Pairs? �  Yes �  No 
Observer/Rescuer Outside of Space? �  Yes �  No 
Resuscitation Equipment Available? �  Yes �  No 
Constant Air Monitoring Alarm Required? �  Yes �  No 
Electrical Equipment to Be Intrinsically Safe? �  Yes �  No 
Electrical Supplies Earthed At? �  Yes �  No 
Liquids to Be Drained? �  Yes �  No 
Mechanical Ventilation Required? �  Yes �  No 
Gas Testing Required? �  Yes �  No 

Gas Testing Carried Out By: Name: Title: Date: Time: 
Results: � Toxic Gas: � Flammable Gas: � O2 Deficiency: � Dust/Fibre Count: 

Detail Any Other Precautions Required? • 

Have These Precautions Been Put Into Place? �  Yes �  No 

D. AUTHORISATION TO WORK – To be completed by the authorised person 

I hereby declare that the necessary precautions have been put into place and that the work specified in Part A is 
authorised to commence.   
ALL OTHER AREAS MAY BE DANGEROUS AND ARE NOT TO BE ENTERED  

Signed Name (printed) Date Time

E. ACCEPTANCE – To be completed by contractor 

I hereby declare that I accept responsibility for carrying out the activity in the area detailed in Part A of this permit, and 
that no attempt will be made by me or by persons under my control to work in any other areas. Appropriate safety 
precautions will be taken at all times. 
signed    Name (printed)    Date  Time

F. COMPLETION OF WORK – To be completed by contractor 

This is to certify that the work detailed in Part A has been stopped/completed. Personnel, tool and equipment have been 
withdrawn. All persons under my control have been warned that it is no longer safe to work in the area.   

Signed    Name (printed)    Date  Time

G. CANCELLATION – To be completed by the authorised person 

I declare this Permit to be cancelled. No work is now to be undertaken and that area has been made operational, all 
notices, signs, barriers etc. removed. 
Signed    Name (printed)    Date  Time



92 High Chelmer Tenants Handbook highchelmer.com

Appendix 11 - Permit to Work Cont.

HOT WORK PERMIT 

Permit No:  HW/ 

A. GENERAL DETAILS 

Date of Issue: Period of Issue (24hr Clock e.g. 08:30) 

From 

Hrs to Hrs 

Site/Building Where Work To Be Undertaken: 

Exact Area/Location 

Type of Work To Be Undertaken 

Detailed Description of Work to be Carried Out: 

Note:  This permit is only valid on the date of issue and between those hours specified above.  If the work 
cannot be completed within the agreed timescales or if changes to the work activities are required, then this 
permit must be cancelled and a new one issued. 

B. DETAILS OF RESPONSIBLE PERSONS CARRYING OUT WORK 

Name of Person Permit Issued To: Job Title: 

Employing Company: 

C. SAFETY PRECAUTIONS 

Risk Assessments Provided? �  Yes �  No 
Method of Work Statement Provided? �  Yes �  No 
Local Emergency Procedures Explained? �  Yes �  No 
Warning Signs Displayed? �  Yes �  No 
Suitable Fire Fighting Equipment In Place? �  Yes �  No 
Heat/Smoke Detectors Isolated? �  Yes �  No 
Sprinklers Isolated? �  Yes �  No 
All Combustible Materials Removed From Work? �       Yes �  No 
Area Or Protected From Ignition? �  Yes �  No 
Detail Any Other Precautions Required? • 

•

Have These Precautions Been Put Into Place? �  Yes �  No 

D. AUTHORISATION TO WORK – To be completed by the authorised person 

I hereby declare that the necessary precautions have been put into place and that the work specified in Part A is 
authorised to commence.   
ALL OTHER AREAS MAY BE DANGEROUS AND ARE NOT TO BE ENTERED  

Signed Name (printed) Date Time

E. ACCEPTANCE – To be completed by contractor 

I hereby declare that I accept responsibility for carrying out the activity in the area detailed in Part A of this permit, and 
that no attempt will be made by me or by persons under my control to work in any other areas. Appropriate safety 
precautions will be taken at all times. 

Signed Name (printed) Date Time

F. COMPLETION OF WORK – To be completed by contractor 

This is to certify that the work detailed in Part A has been stopped/completed. Personnel, tool and equipment have been 
withdrawn. All persons under my control have been warned that it is no longer safe to work in the area.  All areas have 
been thoroughly inspected and no signs of any sparks, heat, smouldering or flames were noted upon completion and in 
a further check undertaken 1 hour after completion. 

Signed Name (printed) Date Time

G. CANCELLATION – To be completed by the authorised person 

I declare this Permit to be cancelled. The area has been checked for sparks, heat, smouldering or flames. No work is 
now to be undertaken and that area has been made operational, all notices, signs, barriers etc. removed. 

Signed    Name (printed)    Date  Time
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Appendix 11 - Permit to Work Cont.

ELECTRICAL PERMIT TO WORK 

Permit No:  ELEC/ 

A. GENERAL DETAILS 

Date of Issue: Period of Issue (24hr Clock e.g. 08:30) 

From 

Hrs to Hrs 

Site/Building Where Work To Be Undertaken: 

Exact Area/Location 

Type of Work To Be Undertaken 

�  Work on Dead Electrical System �  Work on Live Electrical System �  Other (Please 
Specify): 

Note:  This permit is only valid on the date of issue and between those hours specified above.  If the work 
cannot be completed within the agreed timescales or if changes to the work activities are required, then this 
permit must be cancelled and a new one issued. 

B. DETAILS OF RESPONSIBLE PERSON CARRYING OUT WORK 

Name of Person Permit Issued To: Job Title: 

Employing Company: 

C. SAFETY PRECAUTIONS 

Risk Assessments Provided? �  Yes �  No 
Method of Work Statement Provided? �  Yes �  No 
Warning Signs Displayed? �  Yes �  No 
Barriers in Place? �  Yes �  No 
System Isolated? �  Yes �  No 
If Yes, Specify Where? �  Yes �  No 
Locking Off Devices Fitted? �  Yes �  No 
If Yes, Specify Location and Key holders: • 
System Earthed At: • 
Detail Any Other Precautions Required? • 

•
Have These Precautions Been Put Into Place? �  Yes �  No 

D. AUTHORISATION TO WORK – To be completed by the authorised person 
I hereby declare that the necessary precautions have been put into place and that the work specified in Part A is 
authorised to commence.   
ALL OTHER AREAS MAY BE DANGEROUS AND ARE NOT TO BE WORKED ON 

Signed Name (printed) Date Time

E. ACCEPTANCE – To be completed by contractor 

I hereby declare that I accept responsibility for carrying out the activity in the area detailed in Part A of this permit, and 
that no attempt will be made by me or by persons under my control to work in any other areas. Appropriate safety 
precautions will be taken at all times. 

Signed Name (printed) Date Time

F. COMPLETION OF WORK – To be completed by contractor 

This is to certify that the work detailed in Part A has been stopped/completed. Personnel, tool and equipment have been 
withdrawn. All persons under my control have been warned that it is no longer safe to work in the area.   

Signed    Name (printed)    Date  Time

G. CANCELLATION – To be completed by the authorised person 

I declare this Permit to be cancelled. No work is now to be undertaken and that area has been made operational, all 
notices, signs, barriers etc. removed. 

Signed    Name (printed)    Date  Time. 

Detailed Description of Work to be Carried Out: 
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