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General Terms & Conditions
Payment of wages
Wages are paid on a weekly basis, one week in
arrears. Method of payment will be by direct
credit into a bank / building society account of
your choice each Friday.
Should there be any changes in your
circumstances, please inform your contact at
CSS immediately.
Payslips are emailed directly to your email
account every week; therefore, please ensure
CSS has your correct e-mail address.

Location of work
If you do not have an email account, you can
collect a paper copy of your payslip from your
CSS Branch.
We will require your National Insurance number
as we are obliged by law to deduct National
Insurance from your earnings and will tax you
under the ‘Pay As You Earn’ (PAYE) scheme.
During your assignment you may be required to
document your hours on a weekly timesheet. You
must complete the timesheet honestly and
accurately. Fraudulent completion of timesheets
will result in the termination of your assignment.

Hours of work
The length of an assignment and the number of
hours you work each week may vary. There may
also be occasions when no work is available, and
you are not entitled to receive any pay when you
are not on an assignment.

Punctuality
When you begin an assignment, you will be
advised of the start and finish times. You must
make every effort to arrive in sufficient time to
start work at your agreed start time. As we wish
to provide the best possible service to our
Clients, we take a serious view of punctuality
unless it is caused by circumstances beyond
your control. Persistent lateness will result in the
termination of your assignment.

You have no permanent place of work and your
place of work will vary according to each
assignment.

Termination of assignment
In accordance with your contract, an assignment
can be ended at any time by yourself, the client or
CSS. When an assignment ends, CSS will
endeavour to find you an alternative assignment
which matches your knowledge, skills and
experience.
If you no longer wish to be considered for other
assignments, please inform from your CSS
contact.

Agency workers regulations 2010 (AWR)
After completing a 12 week AWR qualifying
period, you will be entitled to receive the same
basic employment and working conditions as if
you had been recruited directly by the client.
This includes: basic pay, overtime rates and
holiday pay etc. Your CSS contact will advise you
of any applicable increases. Please note that the
AWR qualifying period is affected by holiday,
sickness and shutdown.
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Absence
hh

In the event that you are unable to work for any
reason during your standard hours, you must
contact CSS as soon as possible, prior to your
start time.
Please make contact personally unless you are
physically unable to do so.
CSS are available out of hours on our emergency
duty mobile: 07774 167 145.

Sickness
Statutory Sick Pay (SSP)
You will be entitled to receive statutory sick pay
(SSP) if;


You are on an assignment when you
become sick.



Your average weekly earnings are at or
above the Lower Earnings Limit (set by the
Government). If your average weekly
earnings are less than the Lower Earnings
Limit, you will not be entitled to SSP and no
payment will be made.





You are absent from work due to sickness
for more than three days (the first three days
of sickness absence are known as ‘waiting
days’ and no SSP is paid for these first three
days).
You provide CSS with the following
documentation:



Unauthorised absence
Unauthorised absence or failure to follow the
correct absence reporting procedure may result in
the termination of your assignment.

Maternity absence
If you are pregnant, you must inform CSS, in
writing, by no later than the 15th week before
the baby is due.
Please note that when working in certain
industries, it may be necessary to inform CSS
and the Client of your pregnancy at an earlier
stage due to health and safety reasons e.g. if
you are working with certain chemicals.
You must take compulsory maternity absence in
the two weeks after your baby is born or four
weeks, if you are working in a factory.

A self-certification form, if your absence
lasts seven calendar days or less and /
or;
A ‘fit note’, which you must obtain from
your doctor, if your absence lasts eight
calendar days or more.
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Absence
Maternity pay

Paternity Pay

Subject to the following eligibility criteria, you will
be eligible to receive up to 39 weeks of Statutory
Maternity Pay (SMP). SMP is paid at 90% of your
average weekly earnings for the first six weeks
and 33 weeks at the lower of either the standard
SMP rate, or 90% of your average gross weekly
earnings. The remainder of any additional
maternity leave will be unpaid.

Paternity absence is available to the father
of a newly born child, provided he has
responsibility for the child’s upbringing.
Eligible workers will be able to take either
one week or two consecutive weeks’
paternity absence (not odd days) in the
eight weeks following the birth of the child;
this leave will be paid at the current
statutory paternity pay rate (SPP).

In order to qualify to be paid SMP:


Your average weekly earnings must be at
least equal to the lower earnings limit (LEL).



You must give the correct notice.



You must provide proof you’re pregnant (via a
MATB1 Form).





You must have been working for CSS
continuously for at least 26 weeks up to the
‘qualifying week’ (the 15th week before the
expected week of childbirth).

To be eligible for paternity absence and
pay:


You must have been working for CSS
continuously for at least 26 weeks up to the
‘qualifying week’ (the 15th week before the
expected week of childbirth).



You must give the correct notice of 28 days.



Your average weekly earnings must be at
least equal to the lower earnings limit (LEL).



You must notify CSS in writing, in the
qualifying week, when the baby is due,
when you wish to take your absence leave
and how much leave you want to take.



You must provide a declaration confirming
that you have, or expect to have,
responsibility for the child’s upbringing and
a copy of the MATB1 Form.

You must / will be working in the ‘qualifying
week’.

If you do not qualify for SMP, CSS will send you a
SMP1 Form, which you can take to Jobcentre Plus
who will advise if you qualify for maternity
allowance, which is paid by the Government.
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Working Times & Holidays
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Working time regulations
The working week

Holiday Entitlement


The CSS holiday year runs from 1st
January to 31st December.



You will begin to accrue annual leave from
the first day of your assignment.



Your annual leave entitlement includes 8
statutory Bank Holidays. Therefore, you
must request a Bank Holiday as holiday, if
you wish to be paid for it (and you are not
working).

If you do work more than 48 hours per week, it is
recommended that you work no more than 60
hours per week for health and safety reasons.



You are responsible for ensuring that paid
annual leave is requested and taken.

Rest periods



Prior to requesting a holiday, you will need
to check that you have accrued sufficient
holiday entitlement.



You must provide notice of at least twice the
length of the period of leave that you wish to
take e.g. if requesting two days leave we
require four days’ notice.

The maximum working hours, under the Working
Time Regulations, is an average of 48 hours per
week over a 17 week reference period.
If you would like to work more than 48 hours per
week, CSS will provide you with a Working Time
Opt-out Form. There is no obligation to sign the
opt-out and with one week’s written notice you
can end the agreement.

You are entitled to the following rest breaks:


11 hours’ rest from work in each 24 hour
period.



A 20 minute break if the assignment lasts
more than six hours per day.



A minimum of one day’s rest from work each
week or two days per fortnight.

You must ensure that you have sufficient rest in
order to protect your health and safety and that of
your colleagues.
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Rules & Regulations
Client rules and regulations
You are required to comply with any rules, regulations, policies, procedures and practices that are
specified by any client, for whom you are working, during an assignment.

IT systems
During your assignment, you may be given access to the client’s IT system and you must at all
times adhere to the client’s IT Policy.

Dress code and personal appearance
You should present yourself for work in clothes that are clean and tidy, as expected for business
standards and appropriate to the type of assignment you are undertaking.
Some clients may require specific dress standards or uniform to be worn for an assignment. You will
also be expected to follow any client specific rules and guidelines.

Hygiene rules
Some of our clients are food / beverage manufacturing that run strict hygiene guidelines.
CSS will inform you when booking you for assignment of the hygiene rules you are to follow,
however please see general rules below:


No jewellery / piercings



No heavy make up



No perfumes/aftershave to be worn



Clean shaven



Hair covered
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Health & Safety
Personal Protective Equipment (PPE)

Work equipment

Most of our clients will require you to wear PPE.

Work equipment can be hazardous and cause
injury. Make sure that you:

PPE includes items such as:
Always:


Safety boots



Helmets



Safety glasses



Hi-Vis jackets



Ear defenders

PPE is required to keep you safe and failure to
wear the correct PPE means that you leave
yourself exposed to risk of serious injury. Where
you are required to wear PPE, you must do so in
all the designated areas and at all times. Failure
to wear the correct PPE will result in the
termination of your assignment.
CSS can provide you with your PPE free of
charge- we just ask that once you are finished
your assignment you return it. Please speak to
your CSS contact if you require assistance with
this.



Follow instructions and comply with safe
working procedures



Take simple precautions, such as pre-start
checks



Report defects and faults immediately



Keep the working area clean and tidy, clean
up spills and remove obstacles



Switch off equipment when not in use



Tie back long hair and cover it

Never:


Use machines if you have been
drinking alcohol or taking drugs



Tamper with guards or safety devices



Wear loose clothing or jewellery when
operating machinery



Hurry or cut corners



Work with equipment, unless trained
to do so
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Health & Safety
Manual Handling
Manual handling (lifting and carrying) is the most common cause of accidents at work. A variety of
injuries may be caused by poor manual handling techniques. Injuries are most commonly to the
back but hands, arms and feet may also be damaged.
What you are able to lift depends on a number of factors; your personal physique, your age, fitness
and experience, the nature of the load and the techniques to be employed.
When preparing to lift, consider; What has to be moved? How far it is to be moved? Where it is to
be moved to and where from? Can it be safely handled by one person? Will assistance be required?
Can the load be broken down?
When lifting, it is important that you maintain the correct posture; ensure you keep your head up do not look down at the load, keep your back straight, keep your elbows in, ensure your knees are
bent and your feet should be slightly apart.

When preparing to lift ensure:
Your feet are apart with one foot slightly forward, your knees are bent, the load is kept close to your
body and your back is straight.

When grasping the load ensure:
You have a secure grip, tilt the load slightly towards you and keep the load close to your body with
your arms in.

When lifting loads using your legs ensure:
There are no jerks, snatches or twists, you look up and you keep your back straight.

When you move off:
Use the momentum of the lift, keep the load close to your body and use smooth movements.
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Accident Reporting
All accidents and near-misses, no matter how
minor, must be reported at the time of the
incident to your supervisor and to CSS at the
earliest opportunity.
You will be required to complete an accident
form at the client premises and you will also be
required to complete one for CSS. Reporting
accidents or near-misses helps prevent them
recurring.
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Complaints Procedure
1. Purpose:
Contracts Support Services Limited is committed to providing a high level of service to its customers
and temporary staff. If you do not receive satisfaction from us we need you to tell us about it. This
will help us to improve our standards. This document details the procedure to follow if you wish to
make a complaint against CSS.

2. Scope:
This procedure relates to all complaints against CSS whether by permanent and temporary staff,
and customers.

3. Definitions:
None

4. References:
4.1.

Contracts Support Services Limited Quality Manual.

5. Associated Documents:
QF-504-A0

6. Procedure:
6.1.

If you have a complaint, it must be made in writing to:
Linda Miller,
Managing Director,
CSS Recruitment Services,
10/12 Manor Street,
Braintree,
Essex
CM7 3HP
(Note: if you are a member of staff and English is not your first language then please ask
your CSS supervisor to write your complaint for you);

6.2.

On receipt of your letter, we will send you, by return, a letter/fax (as appropriate)
acknowledging receipt of your complaint, that it is being investigated and that we will
respond to you within 7 working days;

6.3.

We will record your complaint in our central register QF-504-A0 within a day of receiving
it;

6.4.

You will be contacted 5 working days after our first acknowledgement letter and we will
confirm what will happen next;
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6.5.

We will immediately start to investigate your complaint. This will normally involve the
following steps;


If the complaint relates to another member of staff, we may ask that member of
staff to reply to your complaint within 5 days of our request;



We will then examine the member of staff’s reply and the information you have
provided for us. If necessary, we may ask you to speak to them. This will take
up to 4 days from receiving their reply.

6.6.

The person investigating the complaint will report their findings and any
recommendations to their manager for consideration within 3 days of them receiving
details of the complaint;

6.7.

This report will then be passed to our Head Office for final consideration and a
recommended solution provided which will be sent to you in writing within 5 working days
of receipt of the complaint;

6.8.

You will be contacted by phone and informed of the solution and this will be confirmed to
you in writing within 7 days of the end of our investigation;

6.9.

At this stage, if you are still not satisfied and wish to appeal you can write to The
Managing Director at the address given in paragraph 6.1 above, she will let you know
the outcome of her review within 5 working days. We will write to you confirming our final
position on your complaint and explaining our reasons: A date will be placed in central
register (QF-504-A0) confirming completion of complaint.

6.10. If you are still not satisfied, you can contact the Employment Agencies Standards
Inspectorate at the Department for Business Innovation and Skills or the REC, the
industry trade association, of which we are a member by writing to the Consultancy and
Compliance Team, REC, 15 Welbeck Street, London W1G 9XT.

6.11. If we have to change any of the timescales above, we will let you know and explain why.
7. Review Procedure:
Any suggested improvements or modifications to this procedure are to be passed on to the
Quality Control Manager for discussion at the next Management Review meeting.
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Head Office

Kings Lynn Office

10-12 Manor Street
Braintree
Essex
CM7 3HP
T: 01376 330700

21 Norfolk Street
Kings Lynn
Norfolk
PE30 1AN
T: 01553 776589

London (East) Office

Coventry Office

Imperial Offices
2nd Floor
2a Heigham Road
East Ham
London
E6 2JG
T: 0208 472 6024

14 Steeple House
Percy Street
Coventry
CV1 3BY
T: 02476 2234511

London (Central) Office
17 Hanover Square
London
W1S 1BN
T: 0203 870 1255

Thetford Office
8 White Hart Street
Thetford
Norfolk
IP24 1AD
T: 01842 822339

www.csspeople.co.uk
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