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Schedule 5 and Schedule 6 Information for ADR Bodies

The Alternative Dispute Resolution for Consumer Disputes (Competent Authorities and
Information) Regulations 2015, require you to supply the competent authority (Chartered
Trading Standards Institute) with your Schedule 5 (annual) and Schedule 6 (biennial) reports
when they are due.

The Schedule 5 report must be supplied every year (including when you also supply your
biennial report) and must be made available on your website as per the legislation. The
Schedule 5 report must be supplied to the competent authority and uploaded onto the
website within a month of the anniversary of your date of approval as an approved ADR
body.

The Schedule 6 report must be supplied biennially and is not required to be available on
your website, only sent to the competent authority. The years that you supply the biennial
report, you still must supply an annual report in addition. The Schedule 6 report must be
supplied to the competent authority within a month of the anniversary of your approval date.
The information (data) (as per section 11.3 of the legislation) is to cover the whole (totals) of
the 2-year reporting period.

All details of what must be included in the reports can be found below.

This is the minimum data required for reporting, but any other or extra data supplied would
be much appreciated for further insight.

As of 18t January 2021, there have been several amendments made to the legislation due to
Brexit. It is no longer a requirement of the legislation to handle cross-border disputes and
report on these disputes. However, if you continue to handle cross-border disputes, we
would ask that you supply any information in relation to these cases.

Additionally, if your ADR scheme’s outcome is binding on either party, please provide us with
the percentage of whether the outcome was ruled in the consumer or trader’s favour at the
end of the Schedule 5 and Schedule 6 report.

HICS

Consumer
Protection
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Schedule 5 - HICS — 1% August-2021 to 31° July-2022

Information to be included an ADR entity’s annual activity report

(a) the number of domestic disputes the ADR entity has received.
(This is the total number including enquiries received, cases handled and disputes

rejected)

No. No. enquiries No. No. disputes No. No. disputes
enquiries received disputes received disputes accepted
received (cross-border) received | (cross-border) | accepted (continued to

(domestic) (domestic) (continued case)
to case) (cross-border)
(domestic)
41 0 48* 0 48 0

Disputes

can be

received
from

consumers

multiple

times

(b) the types of complaints to which the domestic disputes and cross-border disputes relate;
(Please state as many different types as required)

Types of disputes:
e Cancellation and Refunds 2 - 4.17%
e Certification O
e Compensation 2 - 4.17%
e Customer Service 6 — 12.5%
o Failed Appointments 0
e Finance O
e Fit/RHUO
e Generation 0
¢ Incomplete Installation 3 — 6.25%
e Mis selling 1 —2.08%
e Performance 0
e Product 20 —41.7%
e  Workmanship 14 — 29.13%
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(c) a description of any systematic or significant problems that occur frequently and lead to
disputes between consumers and traders of which the ADR entity has become aware
due to its operations as an ADR entity;

8 of 14 of the above are linked to driveway installations. HICS have carried out a risk
assessment of the driveway sector due to emerging complaints and historic installations.
This has resulted in further onsite independent audits. HICS will be implementing a
driveway standard and an online full life cycle solution.

(d) any recommendations the ADR entity may have as to how the problems referred to in
paragraph (c) could be avoided or resolved in future, in order to raise traders’ standards
and to facilitate the exchange of information and best practices;

(please provide as much information as possible)

As above explanation

(e) the number of disputes which the ADR entity has refused to deal with, and the
percentage share of the grounds set in paragraph 13 of Schedule 3 on which the ADR
entity has declined to consider such disputes;

(please provide a breakdown of reasons and a total number)

Total no. of disputes rejected 0

Reason No. rejected | Percentage of
rejected

a) the consumer has not attempted to contact the 0
trader first

b) the dispute was frivolous or vexatious 0
c) the dispute had been previously considered by 0
another ADR body or the court

d) the value fell below the monetary value 0
e) the consumer did not submit the disputes within | 0

the time period specified

f) dealing with the dispute would have impaired the | 0
operation of the ADR body

g) other (enquired too early, not yet complainedto | 0
trader, trader not member, advice call etc...

(f) the percentage of alternative dispute resolution procedures which were discontinued for
operational reasons and, if known, the reasons for discontinuation;
(please provide as many reasons as required)

No. discontinued Percentage of
discontinued
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Discontinued for operational reasons 0 0

Reasons for discontinuation:

(g) the average time taken to resolve domestic disputes and cross-border disputes;
(please provide the average time from receipt of complaint to closure, AND the average
time from complete complaint file to closure)

Domestic Cross-border
Average time taken to resolve disputes 3 days (1t Stage days
(from receipt of complaint) 1-8)
Average time taken to resolve disputes 36 days(2" Stage 9 +
(from ‘complete complaint file) days)
Total average time taken to resolve disputes 12 days

There are no cross border complaints

(h) the rate of compliance, if known, with the outcomes the alternative dispute resolution
procedures (amongst your members, or those you provide ADR for)
(this is the number of traders who complied with the proposed outcome. Please provide
a percentage)

We do not measure or monitor this, consumers would come back if the agreement already
made was not adhered to. This very rarely happens

(i) This point has been removed in amendments on 1 January 2021

Please add any additional information or data you think might be useful or interesting at the
bottom of this report.

(any extra data provided is useful)
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Schedule 6 HICS — 1% August-2020 to 31° July-2022

Information which an ADR entity must communicate to relevant competent authority every
two years

(a) the number of disputes received by the ADR entity and the types of complaints to
which the disputes relate;
(This is the total number including enquiries received, cases handled and disputes
rejected with the subject of the dispute)

No. No. enquiries No. No. disputes No. No. disputes
enquiries received disputes received disputes accepted
received (cross-border) received | (cross-border) | accepted | (cross-border)

(domestic) (domestic) (domestic)

107 96 96

(Disputes
can be
received
from
consumers
multiple
times)
Types of disputes:

Cancellation and Refunds 3 — 3.13%
Certification 0

Compensation 2 — 2.08%

Customer Service 12 — 12.5%

Failed Appointments 0

Finance 0

Fit/ RHU O

Generation 0

Incomplete Installation 4 — 4.12%
Mis selling 3 — 3.13%
Performance 0

Product 49 — 51.04%
Workmanship 23 — 24%

(b) the percentage share of alternative dispute resolution procedures which were
discontinued before an outcome was reached,;
(% which were discontinued and reasons)
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Reason No. disputes Percentage
discontinued discontinued

Rejected for operational reasons

oo

a) the consumer has not attempted to contact
the trader first

b) the dispute was frivolous or vexatious

oo

c) the dispute had been previously considered
by another ADR body or the court

d) the value fell below the monetary value

oo

e) the consumer did not submit the disputes
within the time period specified

f) dealing with the dispute would have impaired | 0
the operation of the ADR body

Case withdrawn by consumer

Case withdrawn by trader

Solution reached without ADR

o|0o0|o

The trader was not a member of the ADR
scheme (if this is a requirement)

(c) the average time taken to resolve the disputes which the ADR entity has received;
(please provide the average time from receipt of complaint to closure, AND the
average time from complete complaint file to closure)

Domestic Cross-border
Average time taken to resolve disputes 3 days (1% Stage days
(from receipt of complaint) 1-8)

Average time taken to resolve disputes 28 days (2" Stage)
(from ‘complete complaint file’)

Total average time taken to resolve disputes 9 days

(d) the rate of compliance, if known, with the outcomes of its alternative dispute
resolution procedures;
(this is the number of traders who complied with the proposed outcome. Please
provide a percentage)

We do not measure or monitor this, consumers would come back if the agreement
already made was not adhered to. This very rarely happens

(e) any recommendations the ADR entity may have as to how any systematic or
significant problems that occur frequently and lead to disputes between consumers
and traders could be avoided or resolved in future;

(please provide a description)
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To continue working with installers, identify specific areas of concern and looking at
these more closely. i.e., as in the driveway sector

(f) This point has been removed in amendments on 1 January 2021

(g) where the ADR entity provided training to its ADR officials, details of the training it
provides;
(Please provide a list of all training undertaken by ADR officials over the past 2
years)

Cathryn Wolfenden

18/3/2021 Green Home | ASHP / MCS and Trustmark Accreditation
Grants Skills
Training

30/3/2021 | Drivewayin | On the job training regarding different skills used when laying resin and issues
house to be aware of

15/6/2021 Consumer The Consumer Contracts (Information, Cancellation and Additional Charges)
Rights Act Regulations 2013.
2015

30/6/2021 In House On the job training relating to issues caused by incorrect fitting of box gutters

30/11/2021 | BEIS RHI and BUS Scheme

1/12/21 | House Box gutters and cavity tray refresher

21/1/2022 | BEIS BUS Scheme

10/3/2022 | Masterclass | Looked at how design can affect the systems
ASHP

8/4/2022 Vulnerability | Looking at how to spot this in all different walks of life and how to approach it
Training

Tracy Gregson — Started in the business October 2021

October 2021 to present — on the job training with C Wolfenden

25/11/2021 — Hybrid heat pump training

22/4/2022 — ASHP Noise assessments

8/4/2022 — Vulnerability training

23/6/2022 — Off site ASHP training

30/6/2022 — On the job training with box gutters and cavity trays and common issues

30/6/2022 - On the job training regarding different skills used when laying resin and issues to be aware of

As a business we have an intensive 2 day Consumer Rights training course planned for 5"

and 6™ September 2022

(h) an assessment the effectiveness of an alternative dispute resolution procedure
offered by the ADR entity and of possible ways of improving its performance.
(Please provide as much information as possible)

Monitoring of the correct resource to meet ADR demand reviewed monthly.
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e Investment in new Sales Force CRM system with bespoke ADR module — This
will improve reporting and analytics.

e Analysis of complaint data monthly to identify trends across the Schemes and
secondary analysis to identify highest impacting members both on complaints
reported and percentage to installations.

Please add any additional information or data you think might be useful or interesting at the
bottom of this report. (any extra data provided is useful



