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Schedule 5 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) report when it is 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.

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 report.

The CTSI group is comprised of the Trading Standards Institute (Reg. No. 38769) and itsa Itd (Reg. No. 2767942), both registered in England
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Schedule 5 - QURE GROUP LTD —Jan-Dec 2025

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)
56 0 45 0 38 0

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

Qure Group work exclusively on disputes that relate to Home Improvement,
Renewable Energy installations and construction projects.

Specific products that Qure have mediated on include:

Glazing: Including doors, windows, conservatories and orangeries

Internal Fittings: Including kitchens, bathrooms and bedrooms

General Building: Including roofing, extensions, conversions and renovations
Renewable Energy: Including solar and air source heat pumps

External Works: Including driveways and outdoor buildings

Disputes in this area broadly fall into four dispute areas:

Contractual (17%)
Workmanship (51%)

Service (17%)

Product/Design suitability (14%)

(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 continues to be the key driver of disputes, being identified as the
primary root cause on over half of the cases managed by Qure Group. Workmanship
issues also prevail on a number of other cases, but are deemed a secondary concern.

Contract issues relate to both lack of clarity within the contracts, and lack of
consumer understanding.
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Service disputes are predominantly in relation to delays, and poor communication

Product and Design disputes are associated with either poor quality manufacturing,
incompatible installations, or where design changes have been made mid-installation.

(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;

Many of the workmanship issues we have mediated on could have been avoided with
more stringent post-installation checks. We continue to recommend that all traders
conduct appropriate checks, document areas for improvement and deliver on
identified changes.

Additionally, it was been clear that for all disputes clear and consistent
communication is critical. Extensive delays in communication, both during the
installation period, and post-install during payment collection and complaint handling
have exacerbated issues that could have been resolved quicker.

(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;

Total no. of disputes rejected 7

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 5 71%

c) 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 | 0 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 complainedto | 2 29%

trader, trader not member, advice call etc...

The number of rejected disputes has increased from 2024, largely due to us moving to
working with a broader range of installers, who are undergoing a period of learning regarding
the ADR process.

Of those rejected under category G (Other), these were all due to lack of consent from the
consumer to proceed.
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(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

Reasons for discontinuation: N/A

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

Domestic Cross-border

Average time taken to resolve disputes 39 working days*
(from receipt of complaint)

Average time taken to resolve disputes 26 working days*
(from ‘complete complaint file’)

*Average times are inclusive of cases where third party reporting was requested. This
caused delays outside of the control of Qure Group. There are 3 notable cases that
drive these averages up:

Case A: 116 days in total to resolve (95 from Evidence receipt) — Further survey
required plus a bereavement added 60 working days to this case

Case B: 135 days in total to resolve (120 from evidence receipt) — Multiple periods of
illness and holidays added 40 working days to this case.

Case C:72 days in total to resolve (52 from evidence receipt — Further RICS report
being commissioned, but did not materialise, adding 50 working days to this case

Taking into account these delays caused by external parties, and outside the control
of Qure, the average times are 35 working days total, and 18 working days from
receipt of a complete evidence file

(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 not known, as our involvement ends on receipt of countersigned compromise
agreements.

(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.
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