QURE

Who Are QURE Group?

We are an independent Chartered Trading Standards Institute (CTSI) approved ADR (alternative dispute resolution)
provider whose purpose is to help resolve disputes between consumers and installers.

We employ mediation and conciliation services to achieve fair and satisfactory resolutions for both parties.

Our expertise lies in the home improvement and renewable sectors, and with over 20 years of experience, we understand
the industry inside out.

Specifically we can cover disputes relating to:
e Glazing: Including doors, windows, conservatories and orangeries
e Internal Fittings: Including kitchens, bathrooms and bedrooms
e General Building: Including roofing, extensions, conversions and renovations
e Renewable Energy: Including solar and air source heat pumps

e External Works: Including driveways and outdoor buildings

How to Contact Us:

By Post: Solutions House
Chorley Business & Technology Centre
Euxton Lane
Chorley
PR7 6TE

By Phone: 0800 211 8000
By Email: enquiries@quregroup.co,uk

Online: Contact Us | Dispute Resolution, UK | QURE Group (www.quregroup.co.uk/contact-us)

General information

e QURE Group can only accept complaints in English, and the ADR procedure will be conducted in English.
e The ADR procedure can be conducted in writing or verbally.
e  Either party can withdraw from this ADR procedure at any time.

e Participation in ADR is Without Prejudice, and evidence and discussions covered within the process are
confidential between the parties involved.

e Where an agreement is reached, you will be asked to sign a Compromise Agreement, which would be legally
binding.
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Where an agreement is not reached, we will provide a statement confirming engagement with the ADR process
after which both parties are free to explore alternative redress.

Participation in ADR does not prevent a consumer seeking redress through the courts, nor does it prevent either
party seeking legal escalation.

Both parties are entitled to be represented or assisted by another person.

The average length of the ADR process is currently 39 working days (Please see the CTSI Dispute Resolution
Report on our website for further information)

Referring a Dispute to QURE Group

Consumers:

The consumer must have exhausted the installers complaints process, before a dispute can be raised with QURE
Group

The Consumer should check with their installer if there is a nominated ADR provider listed within their existing
Terms & Conditions.

Disputes can be submitted using the contact details outlined above, or by submitting through the online portal,
here Contact Us | Dispute Resolution, UK | QURE Group

Installers:

The Installer must have exhausted their internal complaints process and confirmation issued to the Homeowner
to show that they have reached ‘Deadlock’ and the issue will be passed to QURE Group.

The installer can only refer disputes to QURE Group if they have not already detailed a different ADR service
provider within their Terms & Conditions.

Disputes can be submitted using the contact details outlined above, or by submitting through the online portal,
here Contact Us | Dispute Resolution, UK | QURE Group

Note: Both parties must consent to proceeding with ADR. If either party does not provide consent, we cannot continue.

Grounds for Refusal

QURE Group may refuse to handle your dispute due to one or more of the following reasons:

a)

b)
c)
d)

Prior to submitting the dispute to QURE Group the complainant has not attempted to contact the other party to
discuss the complaint and has not sought to resolve the matter directly with the other party.

The dispute is frivolous or vexatious.

The dispute is being, or has been previously, considered by another ADR entity or by a court.

Dealing with such a type of dispute would seriously impair our business operations.

If it is not possible for us to handle your complaint, we will let you know as soon as possible and, where available, you
will be signposted to other organisation(s) who may be able to help.

If there is a conflict of interest, QURE Groups policy on this will be followed.
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Our ADR Procedure

The below sets out our standard ADR process. Further information and guidance has also been provided in the ‘Further
Information’ section

Eligibility & Triage

o Once we have qualified that the dispute is eligible for ADR and we have received consent from both
parties QURE Group will acknowledge this to both parties.

o Both parties will be invited to separate triage calls with a mediator. the purpose of this call is for the
mediator to provide details on the ADR procedure, including expected timeframes, as well as obtaining
an initial overview of each parties position.

o Both parties will be asked to read and sign our Terms of Engagement to ensure all parties understand
the process and their obligations.

o A copy of our Terms of Engagement can be found at the end of this document.
Evidence Collection and Review

o All relevant information will be collated by QURE Group from both parties, who will have a reasonable
amount of time (usually 10 working days) to express their points of view.

o The information required can be submitted either online or by post. See our section on ‘Evidence
Submission' for examples of what this may look like.

o Once all required information is received from the homeowner, this will be provided to the installer for
comment. The installer will have 10 working days to respond.

o Once the information has been provided by the installer, this evidence will be sent to the homeowner
for final comment. The homeowner will have 10 working days to respond.

o The sharing of evidence can be repeated as often as needed, to ensure both parties have seen all the
evidence / comments provided by the other party

o Once QURE Group has all the required information for the ADR process to begin, this will be considered
the ‘complete case file’ and both parties will be notified in writing at this point.

o On receipt of the complete case file, the outcome will be notified to both parties in writing within 90
days.

o QURE Group will keep parties to the dispute informed about the conduct and progress of any ADR being
carried out either via telephone or email.
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Suggestions & Negotiation

o Following review of the completed case file, QURE Group will contact both parties to discuss potential
ways forward and suggestions to resolve the dispute, with the aim of reaching agreement.

o QURE Group do not make any decisions or judgements in relation to the dispute and will act as a neutral
intermediary between the parties. They may offer suggestions, but will not impose an outcome.

o The mediator will work with both parties to refine suggestions and to encourage collaboration and
negotiation.

o Both parties are able to choose if the suggestions are agreeable, and if they want to proceed on that
basis.

o If an agreement is not reached at this stage, the matter may proceed to a Mediation Meeting (see
section 'Mediation Meeting' for further information)

Outcomes

o Once the ADR procedure has concluded and a decision reached, both parties will be provided with this
in writing and we will explain how the outcome has been reached.

o At this point we will also remind parties of the following:
= Both parties have the choice as to whether or not to agree to or follow the proposed solution.

=  Participation in the procedure does not prevent the possibility of seeking redress through
court proceedings.

=  The proposed solution may be different from an outcome determined by a court applying legal
rules.

o Both parties will be given 10 working days to accept or reject the decision reached.
o Where an agreement cannot be reached, the dispute is deemed to be at an Impasse. At this stage:

=  The case is closed, and QURE will provide a written statement to both parties confirming their
attendance in ADR.

=  Parties are then free to pursue other options, including Expert Determination or legal
proceedings.
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Further Information

What Is Mediation?

Mediation is a form of Alternative Dispute Resolution (ADR). It is a voluntary, confidential process where an independent,
neutral Mediator helps parties communicate, explore options, and work toward a mutually acceptable resolution.

The Mediator facilitates discussion but does not decide outcomes or determine who is right or wrong.

Mediation is not a court hearing or a “mini-trial.” The focus is on practical solutions rather than legal or technical
arguments.

How Mediation Differs from Court or Arbitration

e Mediation is non-legally binding

e The Mediator cannot impose a decision

e Outcomes are controlled by the parties

e The process is flexible, informal, and collaborative

Benefits of Mediation

e Cost-effective compared to litigation

e  Faster resolution

e Confidential

e Helps preserve working and personal relationships
e Allows creative, tailored solutions

Is Mediation Legally Binding?
Mediation itself is not legally binding and is conducted on a 'without prejudice’ basis.

If agreement is reached between both parties the terms are written down within a Compromise Agreement. This records
the agreed next steps, and upon signature by both parties this becomes a legally binding agreement.

Upon both parties signing of this agreement, QURE Group shall have no ongoing obligations or involvement in relation to
the subject.

Legal Advice and Support

Legal representation is not required. Parties may seek legal advice before or after mediation or have a solicitor review
any agreement. A support person may attend if helpful.
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Cost of Mediation
Mediation is free for the homeowner.
e Fees are charged to the installer

e Our standard fees are:

Criteria Fee

No Money in dispute £350
Money Dispute - Value up to £5,000 £500
Money Dispute - Value between £5,000 and £20,000 £650
Money Dispute - Value over £20,000 £950

e Although these are standard fees, they may vary depending on the terms agreed in individual contracts.
e All additional costs (including surveys) are the responsibility of the instructing party or parties.

e Ininstances where an independent inspection is deemed beneficial to both parties, it is recommended that such
costs are borne by the Installer.

The Role of the Mediator
The Mediator is neutral and will:

e Guide discussions

e Clarify issues

e Help explore and test options

e Keep both parties informed about the progress of the dispute.

The Mediator does not provide legal advice or make decisions.

Voluntary Nature & Ending Mediation

Mediation is voluntary
e Any party may withdraw at any time
e The Mediator may end mediation if negotiations are unproductive, unfair pressure is identified, or a party is not
acting in good faith.
e Avreason may not be given to protect confidentiality.

Communication Between Parties
Mediation can proceed even if parties are not on speaking terms. The Mediator can work with parties separately.
Mediation only proceeds with both parties’ consent.
Timing & Duration
Up to six hours of mediation is provided per dispute.
Many mediations resolve within 2—3 hours. Duration will depend on complexity.

The average dispute takes 39 working days to resolve, reflecting the time provided for both parties to provide evidence,
and subsequent review and negotiation. More information can be found on our annual CTSI report on our website.
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Confidentiality

Please see the Terms of Reference below for full details of how we will manage confidentiality and data privacy.

False or Misleading Claims
If false claims arise, the case may be paused for investigation. The mediation process may continue while information is
reviewed.
Deadlines
If you cannot meet a deadline request:
e Notify us as early as possible
e Alternative dates or actions may be agreed

e Adeadline extension policy is available on request

Additional Support
If external factors affect your ability to engage, please let us know so reasonable adjustments can be considered.

We are happy to provide a copy of our vulnerability policy on request.
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The ADR Process - Additional Details

Eligibility & Case Qualification
Before mediation can begin, we need to assess if the case is eligible for ADR. This is discussed during the triage call.
e Inorderto be eligible, a dispute must:

o Have already been raised and addressed via the existing Installer complaint process but remains
unresolved.

o Not have been previously, considered by another approved ADR provider or by a court.
o Not be vexatious or malicious in nature.
o Not seriously impact our ability to run an effective ADR operation

If these conditions are not met QURE Group may refuse the dispute.

In this instance you may be able to access alternative support from Citzens Advice

Where the dispute originates from the Installer, before we make contact with a Homeowner we need to see evidence
that the Installer has issued a 'Deadlock Letter'. This communication should explain the nature of the dispute, the steps
taken so far to resolve it and the reasons why the dispute is now being escalated to QURE Group. Alternatively, if QURE
Group have been named as the Installers ADR provider within their terms and conditions, we need to see evidence that
the homeowner has been advised that the case is now being passed to QURE Group.

QURE will only make contact with a Homeowner once we have evidence that a Deadlock Letter has been issued.

Introduction Call
Once a case has been accepted by QURE we will reach out to both parties separately via phone to initiate the process.
We will use this call to gain a better understanding of the dispute, and to explain the process to you in more detail.

Following this call you will be asked to review and sign our Terms of Engagement to ensure that you understand your role
and responsibilities in the process. We are happy to answer any questions you have regarding this. A copy of our standard
terms can be found at the end of this document.

Evidence Submission

Following the Introduction call, you will be asked to provide us with your evidence. Both parties are usually asked to do
this within 10 working days, although exceptions may apply (see Deadlines section)

All evidence submitted must be fact-based, and hearsay or unsupported references cannot be accepted. We can accept
electronic or posted submissions.

This checklist below provides guidance on the types of evidence accepted and ensures no critical evidence is overlooked.

Both parties should:

e Ensure all evidence is provided to the mediator by the date specified. Evidence submitted after this date may
not be considered.
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e Double-check that you have included all relevant items outlined in this checklist.

Evidence Type

Notes

Contract

Full copy of the signed contract relevant to the dispute

Variation of Contract

Documentation or correspondence evidencing any agreed variations to the
original contract

Emails relevant to the dispute

Copies of all email exchanges relevant to the issue being mediated

WhatsApp / Text Messages

Screenshots or transcripts of WhatsApp/Text messages that provide tangible
evidence for the dispute.

Pictorial Evidence

Clear and dated photographs supporting your claim

Video Evidence

Videos demonstrating key points of contention, with relevant timestamps or
explanations

Third-party work
documentation

Invoices, receipts, or contracts relating to any third-party work carried out.

Proof of payment for third-party services (e.g. bank statements or receipts)

Qualified Surveyor Reports

Export reports or assessments prepared by a qualified RICS surveyor if

applicable

We will provide both parties with a copy of all the submitted evidence and will allow a period of 10 working days for you
to review, reflect and provider any further mitigating evidence.

Following receipt of evidence from both parties, we will notify you that we now have a completed case file and can now

proceed with the ADR process.

Evidence Review, Suggestions and Negotiation

Once we have a completed Case File, your mediator will review both submissions and at this stage they may request

clarification or further information.

Following review, the mediator will contact both parties to discuss potential ways forward and suggestions to resolve the
dispute, with the aim of moving both parties closer to an agreement.

QURE Group does not impose outcomes on either party. We provide guidance and support during the negotiation
process, and you remain free to determine the most suitable outcome.

If an agreement is not reached at this stage, the matter may proceed to a Mediation Meeting.

0800 211 8000 enquiries@quregroup.co.uk quregroup.co.uk

Qure Group is a Private Limited Company. Registered in England and Wales. Company Registration Number 13041330.

f @



QURE

Mediation Meeting

Before the meeting, your mediator will contact all parties to explain the process and answer any questions.

You may also be asked to provide a Position Statement. This is a concise document to outline your perspective on the
dispute. You should use this document to ensure all necessary elements are included. Your position statement can be
sent via email or posted to us.

These are shared in advance with your mediator and should include an overview of your position, all issues under
consideration and what outcome you are looking for. It should show:

Willingness to negotiate.

Acknowledgement of the other party’s position
Focus on outcomes rather than entitlements
Possible concessions

Suggested settlement approaches

As with any statement, we recommend you keep the content:

Fair and Accurate: What you write in your statement must be true, fair, and accurate.

Simple: Your statement should be easy to understand.

Timely: Suggested timelines of events are always a great way to capture the story.

Short: Keep it short. Ideally, it should be no more than two to three pages.

Appropriate: Write about facts and not emotions.

Reasoned: Be clear in the requests you are asking QURE Group to mediate and give your reasoning behind the
requests.

Formal court-style preparation for the meeting is not required, but preparation improves outcomes.

Consider:

Your priorities and desired outcomes
The other party’s concerns

What is driving the dispute?

Barriers to settlement

Costs incurred so far

Realistic settlement options

Parties should attend with an open mind and a willingness to explore resolution.

Mediations are conducted via Microsoft Teams or Zoom, using:

Private rooms
A joint discussion room
Mediator movement between rooms as needed

All parties must attend with full authority to settle or be represented by someone who has that authority.

You can expect the mediation meeting to be conducted as follows:

The Mediator meets parties privately first
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e Ajoint opening session may follow (10—-15 minutes per party)
e Joint sessions are encouraged but optional
e Parties may remain in private sessions if preferred

Outcomes & Agreements

At any stage in the ADR process, both parties are able to choose if the suggested outcomes are agreeable, and if they
want to proceed on that basis.

If agreement is reached:
e  You will be asked to sign a Compromise Agreement setting out the terms agreed, and given 10 working days to
do this to ensure you have had time to reflect.

e Both parties must sign this for it to become legally binding.
e At this stage, it is the responsibility of both parties to complete their agreed actions.
e The case is closed, and QURE will take no further action.

If no agreement is reached, the matter is deemed to be at an impasse. At this stage:

e The case is closed, and QURE will provide a letter acknowledging that the dispute has been reviewed through
ADR

e Parties may pursue other options, including Expert Determination or legal proceedings.
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Terms of Engagement

(For Signature by Consumer and Installer)

1. Introduction

These Terms of Engagement set out the basis on which QURE Group Ltd will provide mediation services to help
a Consumer and an Installer seeking to resolve a dispute relating to home improvement works.

By signing this document, both Parties agree to participate in mediation in accordance with these Terms.

2. Definitions

“QURE Group” means QURE Group Ltd of Office 19, Strawberry Fields Digital Hub, Euxton Lane, Chorley,
England, PR7 1PS and registered under company number 13041330, an independent mediation provider.

“The Consumer” means the individual homeowner or residential occupier.

“The Installer” means the trader, contractor, or company providing the works or services that are the subject of
the Dispute.

“The Parties” means the Consumer and the Installer together and “Party” means either of the Parties.
“The Mediator” means the independent person appointed by QURE Group to conduct the mediation.
“The Dispute” means the disagreement between the Parties arising from the works or services.

“The Mediation” means the confidential mediation process facilitated by the Mediator.

3. Nature and Purpose of Mediation

3.1 Mediation is a voluntary, confidential, and without prejudice process.

3.2 The Mediator is neutral and does not decide the Dispute, determine fault, or impose any outcome on the
Parties.

3.3 The purpose of mediation is to assist the Parties in attempting to reach their own agreed resolution of the
Dispute.

4. Authority and Attendance

4.1 Each Party confirms that they will attend the Mediation with full authority to settle the Dispute on behalf of
that Party.

4.2 The Consumer must represent themselves, unless otherwise agreed by the other Party and the Mediator.

4.3 Where the Installer is not a natural person, it must be represented by a natural person with full authority to
settle the Dispute on behalf of the Installer.

5. Role of the Mediator

5.1 The Mediator will conduct the Mediation in the manner in which the Mediator considers appropriate in all
the circumstances.
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5.2 The Mediator is neutral, independent and does not act for either Party.

5.3 The Mediator will declare where any conflict of interest is identified, and in such cases an alternative
mediator will be provided by QURE Group.

5.4 The Mediator may communicate with the Parties jointly or separately and in any reasonable manner.

5.5 The Mediator cannot provide legal, technical, or financial advice. Each Party is responsible for obtaining their
own advice if they wish to do so.

6. Participation in Good Faith

6.1 The Parties agree to take part in the Mediation honestly, respectfully, and in good faith.

6.2 The Parties agree to cooperate with reasonable requests made by the Mediator or QURE Group in connection
with the Mediation.

7. Confidentiality and Data Privacy

7.1 The Parties agree and understand that any information or evidence disclosed or shared during the Mediation
is confidential and should not be shared with any third party or used otherwise than in connection with the
Mediation.

7.2 Information and evidence provided by either Party in preparation for, or during the course of, the Mediation
will be shared with the other Party, unless, in exceptional circumstances, the Party providing that information
or evidence withholds their consent to sharing that information or evidence with the other Party. Such scenarios
would need to be considered on a case by case basis.

7.3 A Party withholding their consent to sharing information or evidence should inform QURE Group and/or the
Mediator (as appropriate) at the point that the evidence or information is provided to QURE Group and/or the
Mediator.

7.4 QURE Group will not be held liable or responsible in any way for information or evidence that has already
been shared where consent to share that information or evidence is later withdrawn by a Party.

7.5 The Mediator will not share information or evidence relating to a Party’s personal circumstances,
vulnerabilities, safeguarding concerns, or other sensitive matters, unless that Party has provided their express
consent for the Mediator to do so.

7.6 If requested, QURE Group will provide an outcome summary of the Mediation for the sole benefit of the
Parties. The outcome summary is private and without prejudice and should not be shared with any third parties
or referred to in any subsequent proceedings.

7.7 If a Party makes a Subject Access Request (SAR), they may receive their own personal data. However,
confidential Mediation information, private discussions, and information about the other Party (including
vulnerabilities or sensitive matters) will not be shared, in line with data protection law and mediation
confidentiality.

7.8 There may be limited circumstances where disclosure of information is required by law, such as instances
involving imminent harm or legal obligations imposed by statute or a court of law. In such cases, we will make
every effort to minimize the scope of disclosure and inform the affected parties accordingly.

7.9. Full details of our Data Privacy policy can be found on our website.
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8. Settlement

8.1 Any agreement reached during the Mediation is not legally binding unless both Parties sign a written
agreement within 14 days of the date of the Mediation.

8.2 The Parties are responsible for ensuring they understand any agreement before signing it.

9. Ending the Mediation

9.1 Either Party may withdraw from the Mediation at any time by informing the Mediator, the other Party and
QURE Group.

9.2 The Mediator may end the Mediation if they consider it is no longer likely to assist in resolving the Dispute.
This may happen as a result of either Party failing to engage with the process, or where either Party has acted
unreasonably.

9.3 We understand that feelings can run high in relation to disputes however in such situations we will not
tolerate unreasonable behaviour towards our employees. We have a zero tolerance approach to unreasonable
behaviour and if we encounter unreasonable behaviour, we may close our case file and no further assistance
will be provided.

9.3.1 Examples of unreasonable behaviour include, but are not limited to:

. Aggression, verbal abuse or threats to our employees
. Unreasonable levels of repeated contact, including telephone calls and emails.
. Making unreasonable demands.

9.3.2 Should we experience unreasonable behaviour:
. All of our staff have the authority to end a telephone call immediately or refuse to accept a
call.
. It will be immediately reported to a senior manager or director of QURE Group.
. We will advise all parties affected in writing what action we are taking and why.
. We will track all incidents of unacceptable behaviour, and may refuse further cases from the
offending party.
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10. Limitation of Liability

Neither the Mediator nor QURE Group shall be liable for anything said or done in connection with the Mediation, except
in cases of the Mediator’s or QURE Group’s own fraud or wilful misconduct.

11. Legal Rights
11.1 Participation in Mediation does not affect any legal or statutory rights of either Party.
11.2 If the Dispute is not resolved at Mediation, either Party may pursue other remedies outside Mediation.

11.3 Parties must be aware that the proposed solution determined may differ to that determined by a court.

12. Signature

By signing below, the Parties confirm that they have read, understood, and agree to these Mediation Terms of
Engagement.

X

Consumer

X

Installer
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