


Mixed Tenure

The combination of different uses and terms of occupation covering the various occupiers of the
Earls Court Site, namely comprising private residential, affordable residential and commercial
occupiers.

Planned Preventative Maintenance

Routine servicing and maintenance of plant, machinery and building fabric to seek to prevent
reactive repairs and to ensure compliance with warranty terms.

Private Estate Areas

External areas which are not publically accessible and are used and paid for by a specific group of
occupants.

Public Realm

External publically accessible areas providing amenities and services to the local community and
visitors.

Service Charge

The sums assessed and collected from residents and commercial occupiers to be expended on the
provision of services and supplies to the Earls Court Site.

Tenure Blind

The treatment of all occupiers on an equal basis regardless of tenure.
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This strategy relates to the Earls Court Site bounded to the east by Warwick Road, to the south by
Lillie Road, to the west by North End Road and to the north by the A4/Talgarth/West Cromwell Road
corridor. The land lies within both the London Borough of Hammersmith & Fulham (LBHF) and the
Royal Borough of Kensington & Chelsea (RBKC) with the primary land ownership by Capital &
Counties Properties, LBH&F and Transport for London totalling approximately 28 hectares.

The proposed development for the Earls Court Site comprises two Planning Applications. These are:

Planning Application 1: this relates only to land within RBKC.

Figure 1 — Planning Application 1 boundary
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Planning Application 2: this relates almost entirely to land within LBHF, but also includes a small area
of land (0.38 hectares) within RBKC.
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Figure 2 — Planning Application 2 boundary
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It is the Applicant’s intention at this time to fully implement both planning applications for the
Earls Court Site. The Applicant also wishes to retain the potential for Planning Application 1
to be implemented in its own right as a self-standing development. However, due to the nature
of the proposed development, the Applicant does not propose to implement Application 2 on a
standalone basis. In this context, the Applicant envisages being limited to the implementation of
two development options. The two Development Options are:

Site Wide Development Option: this option relates to the whole of the Earls Court Site. It results
from the combination of Planning Applications 1 and 2 as illustrated in Figure 3
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Figure 3 — Site Wide Development Option
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RBKC Only Development Option: this option relates to the scheme proposals within RBKC. It
comprises the implementation of Planning Application 1 only as illustrated on Figure 4 below.
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Figure 4 — RBKC Only Development Option

Details of the total proposed floorspace for each land use and number of residential units for both the
Development Options are contained within the Development Specification.
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Due to the substantial nature of the site, the development proposals comprise six main phases.
However, each of those phases lasts a number of years and therefore there will be elements of
each phase completed whilst other areas of the same phase remain under construction.

The Managing Agent will implement a phased approach to the overall Estate Management Strategy
and will demonstrate flexibility and adaptability in terms of the phasing in of services and contracts,
as appropriate. As outlined in the maintenance, procurement and warranties section of this report,
they will also ensure that an appropriate review of operation and maintenance manuals is undertaken
and that warranties are safeguarded through appropriate maintenance regimes.

The Managing Agent and their appointed Estate Management Team will ensure that the development
is presented to a high standard, notwithstanding ongoing adjacent construction work. This will
be achieved through close communication and interaction between the Estate Management and
construction teams.

The Managing Agent will produce a fully considered services phasing strategy, based on the
developer’s construction programme. This will incorporate various options in order that informed
decisions can be taken, particularly in relation to the phasing in of services. The Managing Agent
will work with the marketing agent and the affordable housing providers in order to promote an
awareness of the agreed phasing strategy and the services that will be delivered at commencement
of each phase and how they are to be expanded.
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The framework for the long term future management of the Earls Court development needs to
reflect the requirements and aspirations of the development.

It is currently anticipated that the legal structure may include the following:

*  Freehold retained by the developer

+ Potential use of an Estate Management Company

* Headlease arrangements for some individual buildings / parcels

* Either direct lease or Resident Management Companies for some of the individual residential
buildings

+ Some Residential underleases

*  Potential commercial headleases

*  Commercial underleases

In order to develop long term governance it is anticipated that an Estate Management Company or
Association could be formed to potentially comprise elected representatives from the Affordable
Housing Provider (or nominated residents or a combination of the two), Private Residential and
Commercial Occupiers. It is anticipated that other interested parties in the development may also
be represented. This kind of approach would enable the Earls Court community to have an active
involvement in shaping the future management and would assist in providing the occupiers with
genuine ‘buy-in’ to the scheme. It is anticipated that the Company or Association could be set up
from the early stages of the development in order to encourage a proactive relationship, as well as
a knowledge and understanding about the aims and aspirations of the development.

The Company or Association may also be involved in terms of actively contributing to external
parties that are involved in the development, for example any infrastructure companies such as an
ESCO or MUSCO.

The Managing Agent will take an active part in creating and developing this key relationship and will
guide and encourage the group once established.

To enable a development to be managed efficiently and effectively, the leases must be appropriately
drafted. The Managing Agent will undertake a review of the draft leases in order to ensure that they
reflect, as appropriate and amongst other relevant considerations, the following:

»  Service charge structure

* Inclusion of relevant clauses relating to management issues, for example in respect of
sub-letting, alterations, nuisance, etc.

* Repairing and maintenance obligations

»  Appropriate clauses relating to litigation and cost recovery
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The Managing Agent will also ensure that, so far as appropriate and practicable, the documentation
in relation to residential, affordable and commercial leases (or head leases) will mirror each other in
order to create uniformity. It is anticipated that the Managing Agent will also review all lease types to
ensure that they are required to contribute to the relevant service charge provisions and in relation to
commercial premises, that the leases contain appropriate covenants relating to (for example) trading
hours, licences and the use-type concerned. In addition and with reference to the Service Charge
strategy section of this report, provision would need to be made for appropriate weighting or direct
recharge as appropriate.

Legal Structure
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Estate
Management
Compan
] Headleases
(Individual
Buildings)
' Resident | ' Potential |
1
' Management | ' Commercial |
L____E_ef_':rir_'! _____ .| leases i
Resident Commercial
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meetings with the local Home Beat Officers to establish a good working relationship and ensure
there is a protocol for the sharing of information.

Green Areas

All green areas will be maintained to a high standard by the Managing Agent, via directly employed
onsite staff and speciailist contractors.

Design

The Managing Agent will engage in the design process to provide “Design for Management” advice.

Furniture and Public Art

« Signage, benches, bins etc
A clear signage strategy will be developed to ensure there is a consistent uniform
approach adopted. The Managing Agent will be responsible for maintaining the
signage; benches; bins etc and ensuring compliance with various design strategies.

*  Public Art
The Managing Agent will be made aware of any maintenance requirements and ensure
appropriate insurance cover is arranged.

Interaction with the Boroughs and TfL

There will be intersection points where the external estate areas meet the adopted highways.
Therefore the Managing Agent will develop / establish good working relationships with the two
boroughs and TfL; with key contacts in the appropriate departments. The management strategy for
the development will clearly define the role and responsibilties of each party to ensure there is a
“joined up” management approach, particularly in respect of health and safety and maintenance.
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9.2 Management Strategies — Staffing & Security

9.2.1 Introduction

The staffing and security strategy will be developed to reflect the high standards of service and
customer experience that the Earls Court Site will demand. The strategy is adaptable to the various
tenures and occupiers throughout the development and will evolve through the construction phases,

Staff Organisational Chart

whilst ensuring that value is maintained.
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The households occupying the range of tenures within the proposed development at the Earls
Court Site will invariably have differing expectations relating to the range of services required and
the cost of these services in relation to their income.

Whilst tenure blind management principles will be maintained across the scheme, differentiation of
service may be achieved through exploring a block or residential quarter / village specific approach
which may offer the opportunity to tailor the range of services (and therefore their cost) to specific
tenures. This approach will be further considered and developed as the Estate Management
Strategy is progressed.

Leading on from the affordability issue, we see the staffing services being split between Estate and
Private Residential. The commercial element is dealt with separately in this report.

The likely structure of the Estate team is shown in the organisational chart opposite.

Supervisory roles will be provided within the structure to ensure quality control, efficiency and
training.

Shifts will be organised to provide suitable coverage and flexibility, including a senior presence.

Estate Security will be provided on a 24 hour 7 days a week basis in order to ensure full coverage.
Please also refer to the Public Realm section of this report.

As detailed in the Service Charge section of this report, a flexible approach will be adopted to
enable additional resources to be applied dependent on the commercial uses, with appropriate cost
recovery clauses in the commercial leases to ensure equitable apportionment.

Concierge services will be delivered at a local level. The location and format / size of the concierge
facilities will depend on the eventual build strategy and the concierge staffing strategy will remain
sufficiently flexible to adapt, delivering a balance between more cost efficient central concierge
services — for example within each Residential Quarter or Village and building specific locations
which will deliver a more personalised service to the residents.

The concierge will deliver core services including parcel holding, key handling, travel plan advice,
development and building orientation, contractor monitoring and health and safety inspections.

There is also likely to be a requirement for enhanced services which could be provided from a
central point serving the development either based within the Estate Management facility or from a
separate location. Alternatively, they can be outsourced to a third party operator.

The phased nature of the development allows flexibility for enhanced services to evolve and be
developed based on demand.
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The staff employed at Earls Court will have a vital role to play in ensuring that the development
is presented and maintained to a high standard and creating a good working relationship with
occupiers. Consequently, it is essential to ensure all staff are appropriately trained and provided
with regular feedback in the form of appraisals.

The following will be implemented:

1. Development & Building specific procedure manuals.
2. Anindividualised training programme for staff, comprising:
* Health & Safety
+ Customer Service
» First Aid
» Appraisal training for site managers (where appropriate)
» Policies and procedures

3. Disaster recovery plan implementation

The recruitment of quality staff will be essential to the success of the Earls Court development.
A number of recruitment methods will be adopted including the use of specialist agencies and
voluntary organisations. Where possible recruitment will take place in the locality working with the
boroughs, Housing Associations and utilising local employment initiatives as detailed, including
case studies, in the Sustainability section of this report.

The number, size and location of Estate Management and Concierge facilities will depend on the
strategy adopted and will evolve in line with the phased construction of the development. It is
envisaged that the Estate Management Team will be located in a single central office which will be
sized to incorporate the Team detailed above. Depending on it’s location, this facility could be a
central hub for information and orientation as well as performing the management functions. This
would particularly be the case if a central concierge for enhanced services is introduced.

The location of general concierge facilities will depend on the strategy adopted for individual plots
and the need for central or building specific concierge services.

Facilities will be appropriately sized based on the number of residents being served from each
location. Larger facilities will incorporate an area for a meeting room, for internal and residents use,
as well as welfare facilities for staff.
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All staff will wear uniforms and identification badges, which will be branded to the Earls Court
development. This is particularly appropriate for staff working in the external public realm areas as
this will assist identification and give an additional perception of security for occupiers and visitors.
All relevant members of staff will be provided with appropriate Personal Protective Equipment (PPE)
to comply with Health & Safety requirements.
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The complexity of construction and land ownership at Earls Court will require detailed consideration
and management of the interaction between the Estate Management Team and the operators of
land and services in external ownership.

The main areas of interaction relate to any adopted roads and services and the Transport for London
(TfL), Network Rail and London Underground Ltd (LUL) railway lines, stabling and associated
services running through the site and under the deck area.

There will need to be close liaison and good communication between external parties and the
Estate Management Team in order to successfully manage the close interaction between Estate
Management functions and the operational requirements of external parties.

This is particularly relevant to the management arrangements for the deck. Firstly, a regular
maintenance and inspection regime is required relating to the deck springs / bearings in respect of
which access will need to be co-ordinated with TfL taking into account their security and health &
safety / permit to work requirements.

Secondly, there needs to be interaction with TFL to ensure that any construction or engineering
works they propose to undertake, do not have an adverse effect on the deck structure and also that
those works do not cause disturbance or inconvenience to the occupiers of the development, or if
such disruption cannot be avoided then it is appropriately managed and communicated.
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The approach to waste management is set out in the Waste Strategy, which sets out two collection
strategies:
+ Traditional waste collection

A vacuum underground waste collection

The Earls Court development will be maintained to high standards to ensure it is an attractive
destination to live, work and visit. As detailed within the Sustainability and Public Realm sections
of this report, this will also naturally encourage the use of the open spaces for other activities e.g
walking and cycling, which will help achieve the sustainability objectives of the development.

Waste management will form a large part of the day to day operations of the on site team:

» Litter picking of the public realm and private estate areas
+  Emptying of refuse bins within the public realm and private estate areas
* Implementation of the waste management strategy

*  Promotion of good practice and act as Green Champions. Please refer to the Sustainability
section of this report

Recycling will be facilitated and actively promoted through various communication mediums. Please
refer to the Sustainability and Customer Service sections of this report.

Throughout the development there will be a large number of green areas in particular the Lost River
Park and the proposed Green Urban Rooms / garden squares. Organic debris will where possible
be composted and reused on site.

The Managing Agent should also explore innovate ways to promote recycling.
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Case Study

Rendall and Rittner have set up an initiative working with LaundryRepublic to provide a dry
cleaning service within a number of the schemes we manage. LaundryRepublic was selected
due to their unique service and sustainability credentials.

This initiative has now been extended further as Rendall & Rittner has partnered with
LaundryRepublic and the award-winning charity Traid to extend their clothes recycling scheme to
residents. Traid takes unwanted clothes, sorts then re-sells or recycles them. Clothing that is torn
or stained is reconstructed and redesigned into new one-off pieces and sold under the award-
winning recycled fashion label, TRAIDremade. This registered charity has 3 main objectives:

*  To protect the environment
 To reduce world poverty by raising funds

* To educate the UK public on environmental and world poverty issues
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Due to the extent and mixed use nature of the development, a detailed metering strategy will be
developed to ensure costs can be equitably apportioned amongst the various lessees and tenants.
The Managing Agents will be one of the essential stakeholders to be consulted with, to ensure that
the strategy can be mirrored in the service charge structure and leases.

To minimise service charge expenditure and ensure value for money for all:
*  Within the design, energy saving features will be incorporated e.g use of motion sensors,
time clocks etc.

« The Managing Agent will employ specialist contractors who will regularly maintain the
equipment and consultants who will monitor performance and ensure the equipment setting
are optimised in terms of efficiency. Onsite staff will be trained in sustainability awareness
so they understand the sustainability ethos of the development but also how they can have
an impact as an individual during the course of their work

+ The Managing Agent will operate utility bulk purchasing initiatives to drive down charges

The Managing Agent will act diligently to ensure bills are based on actual readings and appropriate
VAT and Climate Levy charges are applied.

A central part of the energy strategy relates to the provision of central gas fired boiler plants and gas
fired Combined Heat & Power plants, which will be operated by a third party provider, Multi Utility
Service Company (MUSCO) or Energy Services Company (ESCO), who will bill residents direct for
their consumption costs. Based on our experience we would recommend the following is considered:

*  Clear communication from the outset (i.e. prior to completions and annually thereafter) detailing
the type of information:

*  who the operator is

» the billing regime

e payment arrangements

» tariffs — how these are calculated

» standing charges — what these include e.g. maintenance and reserve fund collections

*  Fault reporting
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9.10 Management Strategies - Commercial, Leisure and Community

Use Management

9.10.1 Introduction

The principles of the estate management apply equally to commercial, leisure and community uses.
Specific aspects of commercial management have been highlighted in other sections of the report,
in particular:

Mixed Tenure Integration
Management of the public realm
Servicing and deliveries
Service charge

Refuse management

The managing agent will encourage the set up of a commercial operators group / association in
order to proactively address management concerns and potential issues before they arise.
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The overall strategy for managing deliveries and servicing is set out the in the Framework Delivery
and Servicing Plan, which accompanies the Transport Assessments.

A servicing network will be created within the Earls Court development, with designated streets and
junctions designed to accommodate:

. Fire tenders and refuse lorries

» Lorries for deliveries e.g. to the energy centre and local food store servicing

These designated routes include the Broadway and High Street which will be adopted by the Local
Authorities. The unadopted roads will be managed and maintained by the Managing Agent, as an
estate service charge cost.

Permitted Times

Due to the mixture of tenures and variety of commercial uses, restrictions on delivery and refuse
collection times may be necessary in order to prevent noise nuisance. Should this be considered
appropriate, this would need to be clearly set out in a commercial tenants’ handbook. Please refer
to the Mixed Tenure Integration section of this report.

The Managing Agent will adopt and implement any agreed strategies. Particular consideration
will need to be given to commercial lessees who have 24hour operations such as the hospital and
hotels

Parking Enforcement
The overall strategy for managing car parking is set out the in the Car Parking Management Plan,
which accompanies the Transport Assessments

To ensure estate service roads are kept clear for access, parking restrictions and enforcement may
be necessary.
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The main entry points to the development will be the ‘Gateways’ at either end of the Primary
Routes of the Broadway and High Street, being the main through routes to be adopted by the local
authorities. The interaction between traffic and parking and the Estate Management Team will
occur on the Secondary and Tertiary routes and service roads to individual buildings.

The development proposals incorporate typical London streets allowing for external street level
parking in certain areas. This will be in addition to allocated basement parking for residents. Street
level parking will be policed to ensure that the facility is not abused and to promote greener methods
of transport. In particular, whilst visitors are to be encouraged to the development, measures will
need to be taken, given the proximity to tube stations, to ensure that the development is not used
for commuter parking. This will necessitate the use of parking controls such as permits and pay
and display parking (or similar).

Parking control measures will be implemented by the local authorities for the adopted roads and
by private contract for the unadopted areas. Noting that local authority parking control solutions
are outsourced to private companies, the potential for a separate contractual arrangement with the
same supplier will be explored. This will provide a holistic approach and may provide economies
of scale.

The Estate Management Team will manage servicing and deliveries especially if larger scale, such
as home removals, where a ‘move-in’ strategy will be developed which may incorporate the need
to suspend parking areas.

The Sustainability section of this report details the requirement for a number of Car Club locations
throughout the site in respect of which provision needs to be made. In addition spaces will be
allocated for electric car charging points and managed by the Estate Management Team.
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