HOUSE
OF SOCIAL

Student Management Plan
First Street, Manchester

Introduction

This is a Management Plan for Vita Group’s ‘House of Social’ brand which is intended to be implemented for the proposed
high quality, purpose-built student accommodation (‘PBSA’), at First Street in Manchester. A separate Management Plan
has been prepared for the Food Hall element of the proposal.

This document sets out the key principles by which the proposed student accommodation will be managed in order to
ensure all residents, staff and visitors have the highest quality experience, alongside protecting the interests of the wider
community and local environment.

The development is being delivered by House of Social One Ltd which is a subsidiary of Vita Group. Vita Group has been
delivering and operating PBSA since the ‘Vita Student’ brand was launched in Liverpool in 2013 and has since grown to be
one of the UK’s leading student accommodation providers, with Vita Student residences across 16 UK cities totalling 8,314
operational beds. Vita Student is successfully operating from two locations within Manchester — Circle Square and First
Street, with the latter being adjacent to the proposed House of Social scheme. Vita Group delivers the highest quality
buildings and creates connected communities, underpinned by living spaces who challenge the convention to re-imagine
the way we live, work and socialise.

The First Street scheme will be operated and managed by ‘House of Social’, another of Vita’s student brands, operated
and a wholly owned subsidiary of Vita Group. House of Social provides shared apartments to encourage collaboration,
independence and productivity — it also brings together elements of City living such as a market / food hall concept.

House of Social will be a registered member of ANUK (the National Accreditation Network UK) and is committed to
maintaining high professional standards and are fully compliant with the Code. House of Social will also work with local
councils or educational establishments to sign up to any local accreditation scheme where appropriate. In addition, we
have our own Quality Assurance Framework which ensures that a broader range of service levels are achieved.

This Student Management Plan covers the following key areas:

. Staffing / Reception Services
o Response to Incidents
. Site Security
. Cleaning and Refuse
. Arrival Management
. Restriction on Use of Motor Vehicles
J Bikes
. Post and Deliveries
o Gym
Proposals

The proposal is for a mixed-use development, comprising a ground floor food and beverage hall, student accommodation,
and an area of public realm. Plot 10b which is the subject of this Management Plan, comprises a 14 -storey PBSA building,
together with new public realm along and around River Street and Hulme Street. A shared servicing route will be created
between the buildings, running between River Street and Hulme Street.

The current scheme will deliver 100 clusters, comprising a mix of 5 and 6 bed apartments, delivering a total of 576 bed

spaces. There will be a food hall commercial offering at ground floor, offering food and beverage provision to both
residents and members of the public (operational details of this food hall are set out in a separate management plan).
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Study and catering will be able to take place within each of the cluster apartments, or within the communal food hall and
private dining spaces on the ground and mezzanine floors within the building. In addition, House of Social will provide
communal space at ground floor of the student residence providing access to a range of services including student
support, a gym and laundry facilities It is anticipated that the development will become operational in September 2026.

Staffing / Reception services

It is likely that the permanent staffing within the student residence at House of Social will be up to 15 employees and will
include:

. Residence manager;

. Assistant residence manager;

. A facilities management officer;

. A three-strong customer service day/night team that work in shifts to ensure the building is covered 24/7; and
. Between four and five-strong housekeeping team.

Head Office support would be provided to the site team via a management structure which includes a Regional Manager
who is specifically responsible for each Residence Manager, as well as other Head Office support services including
Marketing, HR, IT and Finance.

No staff will be resident on site, but the site team will be present 24-hours a day, 365 days of the year including outside
academic term time.

The reception service will provide a first point of contact for residents for day to day matters such as deliveries and
collection of parcels, reporting of repairs, organising social events and the provision of general information and

signposting to specialist services.

Response to Incidents

House of Social, via its 24 hour on-site presence, will provide immediate response to all incidents in line with its Standard
Operating Procedures, which include:

A. Building issues. This will be managed by the facilities management team and will generally be carried out either
by them personally or by specialist contractors brought in through local and national agreements. For reactive
maintenance, Residents would report any maintenance requirements through the Student Account Portal and
the company have a charter to respond to every report within one hour.
Noise emanating from the student residence at House of Social
Any anti-social behaviour from residents or their guests
Any other emergencies
Any communication from neighbouring occupiers. To manage this effectively a dedicated point of contact and
telephone number would be identified, and details provided to neighbouring occupiers to facilitate
communication should they need to raise any issues with House of Social.
F. Reference mental health procedure

Service provisions

moo®

More detailed Operating Procedures relating to Noise Management and Incident Reporting are provided as appendices
to this document.
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Security

The residence will have 24 hour access for pedestrians through the main entrance located on the eastern elevation of the
building off River Street and through a management office which will be manned 24-hours a day, giving the team complete
visibility of everyone entering and leaving the site. Additional resident access will be available through the ground floor
food hall during operational hours, controlled via the access control system.

Entry will be through a computer-based access control system and every student will be issued with an electronic fob
which will give them access to the communal space as well as their specific cluster apartment. This system allows for fobs
to be deactivated, in the event of loss, and also provides a full audit of the use of every door lock and every fob.

Having all residents leave and enter through the management suite enables House of Social staff to quickly get to know
the residents and to control their access. Non-residents who visit will be required to sign-in and will wait in the reception
area for the resident to come and collect them. House of Social’s 24-hour presence enables our staff to quickly attend to
any reported incidents on the development, including any disputes, noise issues or behavioural problems.

During out-of-office-hours the customer service team will also conduct regular site patrols within the site, tracked and
monitored through a building management system.

The site will benefit from CCTV and a bespoke internal and external lighting scheme to ensure that both within the
property and outside, a safe and secure environment is created.

House of Social will work closely with the local Police and will encourage the local neighbourhood policing team to visit
regularly to meet the on-site team and become a known presence at First Street. A Crime Impact Assessment supports
the planning application, which identifies the safety recommendations received from Greater Manchester Police. The
building will achieve Secure by Design accreditation. We will encourage active participation in any local Resident Watch
Schemes and other initiatives to reduce crime and improved security for students.

Cleaning and Refuse

House of Social provides a surface clean within every cluster apartment once a fortnight. However, residents have
responsibility for their own rubbish and will be required to take their refuse to the dedicated refuse collection areas which
will be well sign posted.

To assist in maximising the recycling and recovery of waste and thus minimise waste disposed to landfill, storage will be
provided for mixed/recyclable waste within each cluster and within the main bin store. It is likely that recyclables including
paper, cardboard, cans, plastics, and bottles will be stored in a proportion of the bins provided. These would be clearly
labelled to advise the occupants about what materials can be recycled in the mixed-recycle waste bins.

Refuse vehicles will access the site via a reversing manoeuvre from Hulme Street. A banksman would manage the reverse
and the manoeuvre as well as the bin transfer. This is further elaborated on and shown on a drawing within the Transport
Assessment and Waste Management Strategy submitted with the planning application. Each site has its own waste
management plan dependant on Council collections and volume of waste generated.

Arrival Management

A fully detailed arrival procedure has been put together by House of Social to ensure that the beginning of the tenancy
and the residents’ arrival is carried out with the minimum of disruption to the surrounding highway operation as well as
creating the very best impression for the arriving students. The following is the procedure that will be employed by House
of Social for the arrival and departure of 576 students at the beginning and end of the academic year.
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Prior to arrival, all students are contacted by email to confirm the arrival arrangements and move-in procedure. They are
provided with details of travel arrangements from key airports, main line train stations, and cost of taxis from these key
arrival hubs. Vita also provides information about the location and cost of public paid

parking facilities close to the site.

House of Social will encourage students to spread their arrival to the accommodation. Students can arrive at any point
from the tenancy start date, with most students arriving throughout September based on university start dates, which
allows gradual fill of the building. Booked move in time slots allow for equal spread of residents throughout the first few
days following the tenancy start date.

Students are required to book their arrival online through the student portal and will be assigned a time slot to arrive at
the residence to avoid congested arrival periods. Student arrivals will be deliberately spread to ensure a smooth and
efficient procedure that does not inconvenience other road users or cause congestion issues. The appointment system
which will be implemented, has successfully been used at other student residences operated by Vita, and enables students
to choose the time of their arrival — albeit that there is a restriction to no more than 10 arrivals in any hour throughout
the weekend.

Students who arrive by car with family and friends are given information about local car parks before they arrive, including
the First Street Car Park (Q-Park) located adjacent to the site. They are advised to park away from the site in advance of
checking in, to avoid the reception area being congested with lots of family members and luggage blocking the entrance.

Around 20 staff will be brought in for the weekend to assist in the smooth arrival of student residents. This commitment
indicates the importance which Vita Group place on the arrival process and the need to integrate into the local
community. Two main company Directors will be involved on the weekend as well as the Residence Manager to ensure
that in the event of multiple arrivals, quick decisions can be made to alleviate any bottleneck and ensure students are
welcomed properly.

The students are met at reception by House of Social staff who will have trolleys ready to take their luggage to the rooms.
The student and their belongings will be taken into the building by the residence staff and shown straight up to their
room, where the trolleys will be unloaded and returned to the building entrance. A staff member will remain with the
student to arrange the short check-in procedure before explaining all of the appliances and equipment within the
apartment.

To ensure the move-in process is managed efficiently, additional staffing resources are employed to manage the road
congestion and to direct students quickly to their accommodation. House of Social will liaise with the local police and
traffic management bodies and agree a strategy to avoid blocked roads and parking problems.

The student move-out period is managed in a similar fashion to the move-in process. Students are expected to confirm
with the Accommodation Team their proposed move-out times and dates. However, busy move-out periods are unlikely
as the students tend to move out over an extended period.

Additionally, unlike some other traditional halls of residence, residents at House of Social will not need to remove all their
belongings at Christmas and Easter, therefore reducing the traffic associated with the site as students are more likely to
head home by train or coach, as opposed to a car.

Departures of students happen over a period of several months, generally around May to July and August to September,
depending on the tenancy length. Departures are spread widely across a period of many weeks and therefore, there is
never a time when a mass departure occurs.
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Restriction on Use of Motor Vehicles

The site has no on-site parking spaces and does not allow for any student parking on or near the premises. The tenant
handbook will explicitly specify that the location is car free and that students are not to bring their own cars to the
accommodation.

There are 28 disabled parking spaces provided in the First Street Q-Park multi-storey car park which is ¢.120m from the
site. In addition to this, there are 6 on-street parking bays where disabled drivers can park without payment or limit almost

adjacent to the site, located on the northern side of River Street between Medlock Street and James Grigor Square.

The proposed development will operate in compliance with a site-specific Travel Plan which includes a range of measures
to encourage use of public transport, walking and cycling.

Bikes

House of Social will benefit from 88 cycle parking within a cycle store on the ground floor, with the entrance just to the
south of the main pedestrian entrance into the building. A further 6 Sheffield cycle stands (with tapping rail), to provide
12 cycle spaces will be provided within the public realm areas convenient for visitors to the site.

In addition, House of Social will offer bikes free of charge for students, kept within the cycle store, to use on a regular
basis as well as the students being able to store their own bikes within the secure cycle stores. To access the House of
Social bikes, the students must go to reception to sign out a bike and get a padlock key for use. The management team
allocate the student a specific bike which they can go and collect. On return, the student will follow the same process —
this allows the management team to check the bike for issues upon return.

Post and deliveries

The parcel process is a self-serve parcel store allowing residents to collect parcels 24/7 and self-serve. The room is only
accessible by residents using the traceable key fob given upon check in for their studio. All parcels are scanned into the
parcel store by a staff member which are then stored within the parcel tracking system, an auto email is then sent to the
resident to alert them that a parcel has arrived for collection. When the student arrives at the parcel store, they are
required to enter their room number on the IPAD outside the store and ‘collect’ the parcel, before entering the room.
The room is operated with full CCTV for security and checked daily by a member of the onsite team to ensure the process
is being followed correctly.

Student Gym

A gym is proposed on the ground floor of the building. It will be accessed from the main student entrance and lobby
within the building and therefore will only be accessible to students living within House of Social.

The gym will be open 24/7 and will be free of charge, for use by any resident living within the building. The gym will have
a mixture of cardio machines and weights, with weekly fitness classes available inclusive of the rent for the student room.

The management team will be present within the building 24/7, including outside of the academic term time and
therefore will be on hand to assist any students with the gym facilities when needed.

There will be dedicated CCTV within the gym area to ensure that the safety of students and staff is monitored. A limited
number of lockers will also be provided for students to safely secure their valuables in.
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VSP.16 Incident Reporting & Escalations

Documents to support:

VST 16.1 Incident Report Template

VST 16.2 Incident Report for Under 18 Residents Template
Scope

e Toensure all incidents, accidents and near misses are recorded and resolved appropriately and escalated via the
correct communication channels

Policy:
Incidents in Vita Student can be of 2 types: building and behaviour related (these are broken down below at point 16.3
& 16.4). All incidents must be recorded, resolved and escalated appropriately in line with H&S standards and Company

policies.

Any incidents that occur need to be emailed to incidents@vitastudent.com

You will then be directed as to whether the incident is needed to be logged on the SYS Helpline

VSP.16.1 Information required in the email

Please provide the following in the email —

e  Full Detail of Incident

e Including those impacted

e Detail if any of the students involved are Under 18 — if they are Under 18 please use VST 16.2 template for
prompts of additional detail required

e  Follow up conversations

e Any complaints regarding the incident

e Possible fallout

e Planned course of action

e  Steps taken to rectify situation

e  Attach photos/videos if applicable

e Next steps being taken and by whom

e  Steps taken avoid future re-occurrence

Please ensure you provide as much information about the incident as possible to avoid several emails going back and
forth to ascertain the detail.

VSP.16.2 Follow Up

e  Once all the information surrounding the incident has been emailed, you will then receive a response
confirming any further action required and if the item is to be logged on SYS Helpline.
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VSP.16.3 Behaviour related incidents

a. These may be intentional, aggressive or accidental occurrences between residents, residents and team
members or residents and members of the general public.

b. Upon team members being made aware of any such incident they must log it in the Incident report log located

in the desk folder and report it to the Residence Manager to follow up on resolution or resolve in conjunction
with the Regional Manager.

c. The residence management team are responsible for resolving such incidents

VSP.16.4 Building related incidents

These are accidents, incidents or near misses directly related to specific areas or equipment being damaged or
presenting danger within a residence or involving a resident, team member or member of the general public
injured within the Company premises.

VSP.16.5 Escalation process

a. Allserious incidents, accidents and near misses of behaviour or building related nature should be reported
within a maximum of 2 hours to incidents@vitastudent.com and to your regional manager.

b. In case of fire, severe building damage, emergency evacuation or death the Regional Manager should be
informed immediately via telephone call and you will then be directed as to how to proceed.

c. ltis strictly the responsibility of the Senior Management Team at the Company’s Head Office team to inform the
Managing Director and report serious incidents to RIDDOR or corresponding Governmental bodies.

d. Any form of major incident or accident must not be discussed with anyone outside of the incident unless advised
by the senior management team.

e. Any press queries must always be directed to press@vitastudent.com and not commented on.
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VSP 61 Noise Management

Documents to support:
VS 203 Escalation Process

Scope:
e To ensure that noise is controlled throughout the building and surrounding areas.
Policy:

e Noise levels which negatively affect study, sleep or other activities will not be tolerated, no matter
what the time of day. It is the responsibility of all (residents and staff) to be considerate of neighbours
so that an environment conducive to academic success and personal happiness is always maintained.

e  Excessive noise from Residents should not occur at any point. However, noise made between 23:00

hours and 08:00 hours that is audible outside of the accommodation and residents’ private space is not
tolerated and will be dealt with immediately by on 24hour on site staff.

VSP. 61.1 Control

e Vita team members should regular patrol corridors and communal areas during night-time hours to
ensure that noise cannot be heard that may cause disturbance to others.

e CCTV can be used to monitor any activities that may be causing excessive noise.

e Closing areas that are located close to external neighbours may be closed after 10pm to ensure control
within specific areas (site specific).

e  Guests of resident’s must sign in at all times, and be limited to staying in the communal space as well as
having no more than 5 guests at a time during unsociable hours.

e House rules must be given to Residents upon check in to Vita Student of which outlines control of noise,
parties, guests etc.

e The building is staffed 24/7, all staff are aware of and have received training in how to deal with noise
complaints within the building.

e The building has its own sound system which plays amplified music throughout the hub space, this is
volume controllable from the control panels in the reception/communications area. The volumes are
kept low thought out the residence and are independently controllable by area. Only staff have access
to the control panel and are under instruction to keep sound levels at a low level.

VSP.61.2 Noise handling

Should a Vita team member find excessive noise, or a complaint is made, the following steps should be
followed -
e Ifitisa complaint, the staff member will go straight up to witness the noise pollution to ensure that
there is in fact an issue
e Animmediate conversation would then be had with the Resident to let them know of the situation
and that it is unacceptable and will not be tolerated and that management will be in touch
e Management will be notified as part of the handover process (if happens out of hours)
e Management will issue a noise complaint 1%t warning letter, discuss the incident with the tenant
and reference the below clause in the Licence Agreement and record on the warning tracker

5.8 Not to do permit allow or suffer to be done in or upon the Accommodation anything which may be a nuisance or annoyance or cause
or create any discomfort or inconvenience to the Grantor or to other residents of the building and in particular not to make nor permit
the making of any noise between 2300 hours and 0800 hours so as to audible outside of the Accommodation.
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Should a noise complaint be filed again, follow the above steps and then a 2"* warning is issued

If another noise complaint is filed, then the above process is again followed however this time a
Final Written is issue.

At the stage of any warning letters being issued, the tenant will be briefed that this is in fact a
breach of their Licence Agreement and that if they continue to behave in this unacceptable manner
then they risk eviction. (This would always be a last resort however ongoing and re-occurring noise
complaints cannot be accepted).

At the point of receiving a final warning letter, again the tenant will be informed that this is now
the final stage in the process, and should another noise complaint be lodged, then they would be
evicted with no further warning letters being issued.

If there is a guarantor on file for the student (this is dependent on the payment plan the resident is
on) —then contact would be made with the guarantor to alert them to the severity of the situation
as eviction is a complete last resort and where possible Vita Student would always try to avoid this
option wherever possible.
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