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Schedule 5 - HICS — 1°* August 2023 to 31°' July 2024

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)
35 NA 30 0 35 0

(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 / Refunds 1
e Certificate issues 0

e Compensation 3

e Customer service 5

e Failed appointment 0

e Finance and Payment 1

e |Incomplete installations O
e Missselling 1

e Product 11

e  Workmanship 9
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(c) adescription 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;

(please provide description)

The primary complaint received by HICS during the reporting period concerned driveway

installations.

(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)

Over 18 months, HICS conducted a series of random inspections across the driveway sector,
including both resin and block paving designs. These inspections revealed issues with sales, design,
installation, and a general lack of customer understanding regarding agreements and aftercare. In
response, HICS collaborated with the sector to develop standardised contracts, workmanship
guidelines, and aftercare documents. Despite these efforts, HICS has decided to withdraw from the

driveway market effective April 1, 2024.

(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

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
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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 withinthe | 0

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 complained to 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

Discontinued for operational reasons 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 2 days (1st stage days 1-
(from receipt of complaint) 8)
Average time taken to resolve disputes 14 days (2™ Stage)
(from ‘complete complaint file’)
Total average time taken to resolve disputes 8 Days
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(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 actively measure or monitor this aspect. However, it is worth noting that instances where

consumers return due to non-adherence to the agreed-upon terms are exceptionally rare.

(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)

On 25th May 2023 DGCQOS, HIES and HICS obtained 1SO 9001. ISO 9001 is the mark of an organisation

that is demonstrating their commitment of quality throughout their business.

Our surveillance audit was 9™ May 2024, and | am pleased to update that we passed with 0

nonconformities.



