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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 1%t 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.
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Schedule 5 — QURE GROUP LTD — December 2023 to December 2024

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

(a) the number of domestic disputes the ADR entity has received;

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)
113 0 113 0 113 0

(b) the types of complaints to which the domestic disputes and cross-border disputes relate;

Types of disputes:

e Contractual = 31

e Design=1

e Product=5

e Service Delivery = 3
e Supply=1

e Workmanship =72

(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;

Workmanship has consistently been the most prevalent issue in disputes mediated by
Qure Group Ltd. A smaller proportion of these cases have also involved damage to
the product during delivery.

The second most common issue has been contractual disputes, primarily relating to
pricing and incomplete work.

Although workmanship and contractual issues constituted the majority of our
disputes, a small proportion of cases, related to design, product quality, and service
delivery.
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(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;

Workmanship — Implementation of quality assurance checklists for completion of
each stage of ajob would be advantageous. We would like to see more
businesses conducting regular quality audits on site, to check work in progress
and completed projects to identify areas for improvement and adherence to
guality standards.

Contractual - It would benefit businesses to use standard robust contracts that
highlight terms relating to pricing, payment schedules, and potential extra charges
allowing customers to feel informed and aware of any additional costs.

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;

Total no. of disputes rejected 0

Reason No. rejected | Percentage of
rejected

a) the consumer has not attempted to contact the 0 0%

trader first

b) the dispute was frivolous or vexatious 0 0%

¢) the dispute had been previously considered by 0 0%

another ADR body or the court

d) the value fell below the monetary value 0 0%

e) the consumer did not submit the disputes within | O 0%

the time period specified

f) dealing with the dispute would have impaired the | O 0%

operation of the ADR body

g) other (enquired too early, not yet complained to | 0 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;

No. discontinued Percentage of
discontinued

Discontinued for operational reasons 0 0%
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Reasons for discontinuation: N/A

(g) the average time taken to resolve domestic disputes and cross-border disputes;

Domestic Cross-border
Average time taken to resolve disputes 12 days — taking into | N/A
(from receipt of complaint) consideration delays

caused by external
parties outside the
control of Qure.

Average time taken to resolve disputes 7 days - taking into N/A
(from ‘complete complaint file’) consideration delays
caused by external
parties outside the
control of Qure.

Total average time taken to resolve disputes 19 days - taking into consideration
delays caused by external parties
outside the control of Qure.

(h) the rate of compliance, if known, with the outcomes the alternative dispute resolution
procedures (amongst your members, or those you provide ADR for)

Unknown due to third-party trader.

(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.



