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Personal Protection Equipment (PPE) Communications Headphones Policy: Page 7.

Environmental Compliance Policy as It Relates to Storage for Vehicles Emitting Fluids (Ilicit
Discharges): The on-site Containment Policy is enclosed with current pricing on Page 8.

Vehicle Storage for Motor Vehicles Released to Insurance Companies and General Vehicle Release
Policy: Page 9.

Storage Facilities: Due to liabilities, we do not allow subcontractors into our storage facilities. The
vehicle will be brought to the public area. Charges will apply (DPU) regulated rate plus fuel surcharge).
If a subcontractor is allowed into the storage facility to transport a vehicle an escort fee will be
charged.

Motor Vehicle & Domestic Spills Policy: The policy is enclosed with the current subcontractor
response rate: Page 10-14.

Organizational Storage Container Fees Policy: Containers are used to store loose parts from motor
vehicles: Page 15. '

Shop Labor Rates: Updated Shop Labor Rates Page 16.

Automotive Diagnostic Health Report Policy: Page 17.

Visitor Sign-In Policy: Our sign-in policy sheet pertaining to all visitors: Page 18.

Hold Harmless Release Policy: Any individual and/or company in good standing with the
CEO/President allowed to perform their job duties on any of our premises may need to sign a release,
or they will not be allowed on the premises. A hold harmless agreement is commonly used in a variety
of business transactions. They are frequently used to limit liability between contractors and
construction companies, as well as between product manufacturers, retailers, and distributors. The
Johnson Groups has instituted this policy in response to the ever-increasing liability and insurance
costs associated with owning a business and properties. Due to the nature of our business, we have
employees from other companies performing their job-related tasks on our property. Their level of
training and ability is not under our control. We have no information about any drug testing or
criminal background checks (CORI) done by their employers. Whether or not they carry the proper
insurance certification, such as Workers Compensation or Liability Insurance, is also unknown. Thank
you in advance for your cooperation with this policy. Page 19

Lien Notification Policy: Enclosed is the lien policy which follows the Massachusetts General Laws.
Current certified mail and administrative pricing and copy of Notice of Superior Lien is included in
policy. This form is sent to all lien holders, or other involved third parties, and insurance companies.
Page: 20 and 21.
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14. Payment Policies: We require a Direction to Pay (DTP) to be signed by the registered owner allowing
Pleasant Street Auto Body & Repair Inc., dba Hampshire Towing to be paid directly by the responsible
insurance company. This policy is enclosed. We will not accept any check that says “Paid under
Protest,” “Final Payment” (if it is not the final payment), or any other verbiage that is not pertinent to
cashing the check or for record keeping of the claim. Checks will be accepted by approved accounts
only at the CEO/Presidents sole discretion. A signed DTP Form does not absolve the owner of the
vehicle of responsibility for payment. The vehicle owner is ultimately responsible for payment.

Page 22.

15. Complaint Policy: All complaints must be put in writing. Page 23.
16. Cash Management Agreement for Sublet Payouts and Past Due Notices:

o The fee for processing of payments is $74.00.
o A Use of Funds Fee for balances of 30 days or less will be calculated at 10%.
o Afee of 1% will be assessed against the entire balance on the invoice remaining after 30 days.

All policies, procedures, and pricing are subject to change at any time at the discretion and approval of the
President/CEO.

It is our hope that, with the attached policies, you and/or your company will have a better understanding of the
way we run our business. Thank you for your cooperation in these matters.
























Response, Cleanup, and Reporting Procedure
Purpose
The purpose of this procedure is to ensure that spills are handled in a safe manner and properly reported. This
procedure covers response, cleanup, and reporting for all types of spills. It applies to all workers and
supervisors discovering and responding to spills.

Procedures

The discoverer is the person who discovers a spill. The responder is the person who responds to and/or cleans
up a spill. In some cases, these two roles are played by the same person; in others, by different persons.

It is essential that only workers who have already been authorized via work planning and control to handle the
spilled material and completed necessary training act as responders.

Notification/Reportable Over Ten Gallons

1. Emergency Spills

A spill is an emergency when it poses a threat to human health or the environment, is over ten gallons, or is in
the travel lane or shoulder of roadway (in this instance, skip step one, & use step two) of a highway, or has the
potential to flow into a waterway. Emergency spills must be handled by external emergency hazardous
materials responders.

Step 1 — Discoverer

» Discoverer calls 911 immediately from a safe location and provides the following information to the
operator:

- Location - Any injuries - Spilled material description - Quantity spilled

Step 2 — Discoverer
e Discoverer calls Hampshire Towing Dispatch to report the spill.

Step 3 — Dispatch
* Dispatch calls subcontractor Amber Scene Clean 413-467-2200

2. Non-Emergency Spills
A spill is a non-emergency when it is not life threatening and will not result in serious environmental damage.

Step 1 — Discoverer
* Discoverer notifies supervisor. Go to step 2 immediately if the supervisor is unavailable.

Step 2 — Discoverer

¢ Discoverer calls dispatch and reports:
- Location - Any injuries - Spilled material and Quantity spill
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Step 3 ~ Dispatch
« Dispatch calls the appropriate subcontractor: currently Amber Scene Clean at 413-467-2200

Rates

- Emergency Readiness Fee (E.R.F.): $239.25

- Trained Supervisor: $346.50 per hour
- Trained Laborer: $187.00 per hour

Nights, Weekend, and Holiday Fees: Regular fee x1.5
Additional fees apply: Materials, disposal, and applicable taxes, etc.

3. Spill Response and Cleanup

Step 1 — Discoverer
e Discoverer prevents passerby from entering the spill area.

Step 2 — Discoverer

* Discoverer proceeds to clean up spill and proceeds to step 3 only if all the following conditions are
met:

- Discoverer is already authorized via work planning and control to handle spilled material.

- Appropriate personal protective equipment (PPE) is available.

- Compatible spill response material is readily available in sufficient quantity.

- Cleaning up the spill is safe.

If any of these conditions are not met, the discoverer must not attempt to clean up the spill, stays in a
safe area, and waits for specialized responders.

Step 3 — Responder

* Responder takes the following steps as needed:

- Requests any needed spill cleanup materials and waste containers.

- Refers to material safety data sheet (MSDS) for applicable PPE and hazard information.

- Refers to spill kit instructions.

- Prevents spilled material from entering storm drains by placing berms or other suitable material.

Step 4 — Subcontractor
e Sub-contractor provides requested spill cleanup materials and waste containers

Step 5 — Subcontractor

¢ Subcontractor captures all impacted media:

- May involve spreading absorbent material on the entire spill area.

- If the spill area impacts an unpaved surface, the subcontractor removes all affected soil.

Step 6 — Subcontractor

« Subcontractor places all spilled material and absorbent material in provided waste container(s).
- Note: Sample analysis may be required to determine appropriate disposal.
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Step 7 — Subcontractor
* Subcontractor unplugs storm drains, floor drains, and sink drains, if applicable.

Step 8 — Subcontractor

e Sub-contractor ensures PPE and spill cleanup equipment are appropriately managed
- Decontaminates equipment as needed.

- Place disposables and expendables in appropriate waste containers.

Step 9 — Subcontractor
e If needed, the subcontractor requests waste container pickup and calls a Licensed Site Professional
(LSP) if needed (this applies when clean-up is 10 gallons or more).

Step 10 — Subcontractor
 Sub-contractor arranges for waste pickup and management.

Step 11 — Spills Program: Manager or Subcontractor
* Manager or Subcontractor ensures reporting requirements are met.
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There may be other state agencies that may be able to help with additional issues. We at Pleasant Street Auto
are truly committed to satisfying the consumer. Of course, if an issue cannot be resolved, there is always the
legal system. The Collision Center is not a referral shop for any insurance company; we are truly looking out
for your interests and we will educate you about your rights as it relates to Massachusetts rules and
regulations under your auto policy.

In your written complaint, please include your name, company name (if applicable), the President/CEO or
owner of the company, address, daytime phone number, best time to call, fax number (if available), and a
complete description of the complaint. Also, please include all pertinent documents, including tow slips,
invoices, bill of sale, claim forms, and/or correspondence relating to your complaint. Any memos /notes /
emails etc., will help in the resolution process. If there is a monetary discrepancy, please indicate the line
item, amount, and reason why it should not have been charged. Please list what Massachusetts General
Law or Code of Massachusetts Regulation was violated and why.

As stated, you can send your written complaint by U.S. Mail:
William E. Johnson, President/CEO

Pleasant Street Auto

650 New Ludlow Road

South Hadley, MA 01075

Or fax to: (413) 536-6003

All complaints need to be signed under pains and penalty of perjury
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