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Introduction

Flexi-Orb as a Scheme Owner is committed to the continuing improvement, development and operation of its
schemes and businesses covering green heating products and installation of renewable energy products to the
five good practice principles laid out by the Competition & Markets Authority.

The five principles cover the following areas.

1. How standards bodies promote their activities — effective promotion

N

Vetting and monitoring practices - robust vetting and monitoring

w

Complaints and dispute resolution — smooth dispute resolution
4. Use of sanctions - effective use of sanctions
5. Financial protections - strong financial protections

In seeking continual improvement and development of its schemes and businesses Flexi-Orb uses all available
data to update scheme requirements, amend risk assessments, refine processes and provide its Conformity
Assessment Bodies (CABs), its installers and members of its other businesses with up-to-date advice on
compliance issues.

Flexi-Orb considers that each of the five principles applies to the operations of its schemes and businesses and
as such has reviewed its current practices against each of them to confirm that it is meeting the criteria in
practice in its day-to-day operation of these schemes and businesses.
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1.2

1.3

1.4

15

1.6

2.1

Effective Promotion

Consumers who use Flexi-Orb Installers to install the in-scope technologies within their homes are
provided by the installer with information on the protections afforded to them in the purchase, supply
and ongoing use of those products.

Flexi-Orb Installers who undertake domestic installations are required to be a member of a Chartered
Trading Standards Institute (Renewable Energy) Approved Code?, thus ensuring their Clients have free
access to an Alternative Dispute Resolution Service. They must also provide their Clients with an
Insurance Backed Guarantee (IBG) and Deposit Protection (where applicable)?. To ensure a minimum
standard of consumer protection, Scheme Certified Installers shall only use IBG providers listed on the
Flexi-Orb website.

Consumers have access to find local Flexi-Orb Certified Installers from the Flexi-Orb website.

All installations shall be registered on the Flexi-Orb Installation Database within 28 calendar days of
installation so that adherence to Consumer Protection can be confirmed.

There is also the Flexi-Orb Fund of last resort to support rectification works where the installer has
been found to have installed a non-conforming installation and is not willing or unable to rectify the
installation, e.g., disappearing but not ceasing to trade.

Applicants to the scheme are vetted by the CAB upon application for financial stability.

Robust Vetting and Monitoring

Installers applying to join the scheme are required to complete an application form and supply the
following information to the CAB they wish to join:

e The process(es) to be certified.

e Legal name, contact details, operating address(es), registered address, geographic locations,
company registration number, main contact person(s) and contact details.

e The Applicant’s activities, human and technical resources and, if applicable, its relationship to any
larger organisation.

e Any functions, relevant to the Scheme, that the Applicant outsources.

! Commercial-only installers are not required to be a member of a Consumer Code.
2 For commercial or EVCP installations, IBGs (and Deposit Protection, where applicable) are optional.
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2.2

2.3

24

2.5

e Information for initial evaluation, including geographic location of the sites of operation, contact
persons and contact details.

e Principal activities carried out at these locations and their relationship to the main organisation.

e Organisation chart showing key personnel involved in the operation of the process and their roles
and competencies.

Where the Applicant is, or has been, certified under an equivalent or similar installation Scheme,
whether for the products covered by the Flexi-Orb Scheme or not, then any non-conformities
previously raised and outstanding shall be reviewed by the Certification Body to ensure that they are
being managed effectively.

Similarly, where there are complaints that are unresolved following the completion of the Applicant’s
published complaints procedure, or a record of complaints that are above 5% of installations, the
application shall not move to assessment. However, Flexi-Orb and the Scheme Operator in
consultation, where they believe that the Applicant’s genuine attempt to resolve the matter has been
frustrated by the complainant may, at their discretion, and with a risk-based approach, continue with
the application.

The applicant is required to undertake a successful initial site-based technical assessment of each
system that they wish to be certified for — Solar PV, and/or EESS, and/or EVCP — and which the
Applicant, or their subcontractors, can demonstrate have been installed under the requirements of the
Scheme.

The installation assessments shall be conducted by, and chosen by, the appropriate CAB prior to
certification. If an installation presented for assessment is based on the addition of a technology to an
existing system, e.g., EESS to a Solar PV system the installer would be expected to demonstrate a
competent evaluation of the existing system and the suitability and compatibility of the intended EESS
added to it in addition to the competent installation of the chosen EESS system. The assessments shall
cover all the parts of the Technical Assessment(s) that are appendices to the Scheme. If installation
activities are coordinated from more than one office location, a technical assessment shall be required
for each location. The technical assessment must be assessed to the relevant regulatory and normative
documents detailed in Section 10, Technical Standards.

In addition, an office assessment(s) of the Applicant’s Quality Management System (QMS) for the
installation of the products will be required at each location where installation activities are
coordinated. The office assessment will include a document review in conjunction with interviewing
staff and, where appropriate, contractors.

As both an on-site technical assessment and an Office assessment typically take place annually,
surveillance shall be delivered on a 12-month cycle (with an allowance of two months prior to and four
months after) allowing for the application of additional assessment time evidenced as required. The
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2.6

2.7

2.8

2.9

2.10

CAB may;, at its discretion, bring forward the assessment but shall not delay it beyond the four months
after.

Additional on-site assessments shall be carried out where Certified Installers install more than 75 in-
scope systems per year, and for each doubling of installation numbers, to a maximum of five total site
assessments per annum. The number of installations shall be quantified by the number installed in the
calendar year immediately prior to application. The installations selected for assessment may be single
or multiple in-scope technologies. However, where there have been multiple technologies installed
together by the same Certified Installer, or Applicant, each multiple technology installation shall only
count as one installation for Assessment purposes.

Existing registered installers who wish to apply for additional scopes of work will undergo the same
assessment process for that extension to scope as they would for an initial assessment with a
representative sample of work required for the technical assessment and supporting documentation
for the office assessment.

The CABs bodies and the Scheme Owner shall establish and maintain a compatibility and sampling
process to provide integrity and consistency of the conformity assessment outcomes from the
conformity assessment process.

The compatibility and sampling reviews shall include all CABs under contract with the Scheme Owner
and, where applicable (to be determined by the Scheme Owner), those CABs wishing to enter into a
contract with the Scheme Owner, and other appropriate organisations that the Scheme Owner agrees
would support such reviews.

The compatibility and sampling review shall use several different methods for testing the levels of
conformance and consistency achieved. These methods shall include a combination of:

a) Scenario assessments.
b) Case study reviews.

c) Issues currently affecting the industry (in as much as they relate to conformity assessment of the
technical standards or confidence in the Scheme).

d) Round-robin reviews.
e) Peer-to-peer compliance testing.
f)  Verification and validation.

g) Spot checks and blind market sampling by the Scheme Owner or their contractors.
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2.11

2.12

2.13

2.14

2.15

2.16

Annually, an anonymised report of all compatibility assessments and evaluations shall be produced by
the Scheme Owner and shared with all conformity assessment bodies under contract with the Scheme
Owner.

The CAB reserves the right to increase the frequency of surveillance assessments (at an additional
charge to the Certified Installer, as should be detailed within their Terms and Conditions) where it is
felt that the level of risk warrants it, including, for example, where a higher than expected (5% or higher
of total in-scope installations) number of complaints is received.

The Scheme Owner may, at its own discretion, undertake additional surveillance activities of its own
or request that the CAB undertakes additional assessments, for the following purposes:

e To supplement the routine surveillance programme as described above.

e As “Scheme Surveillance” to cross-check CAB assessments for consistency against Scheme
requirements.

e As part of any complaint investigation against specific installers.

e Assessor competency checks.

e Any other compliance management activity.

e Where the installer has a consistently low customer satisfaction score>.

The Scheme is operated by CABs (Scheme Operators) who can demonstrate experience, competence
and available resource to undertake Solar PV, EESS and EVCP assessments and certification, including
assessing the installer’s quality management system for installation of the product(s), where the
Scheme has been agreed to be in Scope under ISO/IEC 17065:2012 accreditation by UKAS (or an
equivalent body signatory to the EA Multilateral Agreement (EA MLA), the ILAC Mutual Recognition
Arrangement (ILAC MRA) or the IAF Multilateral Recognition Arrangement (IAF MLA)), and where there
is a contract ensuring compliance in place between the Scheme Owner and CAB, and between the CAB
and Certified Installer.

Periodically and not less than once a year, secret controlled monitoring assessments shall be carried
out by the CAB and assessed against its processes and procedures to test the conformity assessment
system. The results of these monitoring assessments shall be recorded, and feedback provided
generically to those carrying out the conformity assessments and individually to those that were
monitored as part of their continual assessment process.

The CAB shall monitor and review assessment programme activities, looking for trends and anomalies
that could affect the decision of certification and attestation. Once evaluated, where appropriate, the

3 Once registered, consumers may receive an email asking them to rate and review their experience with their installer.
Further information on this can be found on the Installer Monitoring page on the Flexi-Orb website

Page | 7
v1.1-January 2025

UNCONTROLLED IF PRINTED
Copyright © 2025 Certi-fi Schemes Limited


https://flexi-orb.com/homeowners/installer-monitoring/

renewables scheme

y 4 .
POL-007 Good Practice Principles Policy \) FleXl'Orb

2.17

2.18

2.19

3.1

3.2

conformity assessment body shall determine if there is corrective action required in their processes
and procedures. Where such trends are identified as being applicant or installer oriented the
conformity assessment body shall record the trends and communicate, in writing, to those that carry
out the conformity assessment activities of issues or activities they need to look out for.

The conformity assessment body’s assessor shall have a detailed competence in the technology, as
well as electrical installation works and conformity assessment. The conformity assessment body
assessor should provide confidence to the installer that their competence is at least equal to an
experienced and competent installer of the technology being assessed.

Monitoring of the scheme is also conducted by UKAS on an annual basis and if circumstances dictate,
such as concerns about risks to Accreditation arising from, for example, the number of complaints
being received about the CABs complaint handling from customers who have complained about an
installer and/or their installation with the CAB by extra or unannounced visits.

The Flexi-Orb scheme is recognised by UKAS to ISO/IEC 17067:2013, and it would be a Conflict of
Interest and a Risk to Impartiality to provide training and support to installers to help them comply
with their requirements, in relation to their consumer protection obligations. However, all Flexi-Orb
installers who undertake domestic installations are mandated to be members of either HIES or RECC
(which are CTSI Approved Codes) to meet their Consumer Protection Obligations®.

Smooth Dispute Resolution

The scheme has a robust complaints process in place that aligns with the requirements of ISO/IEC
17065:2012 and with ADR offered as part of the complaints process. The CAB Requirements and the
CAB Agreement which are Scheme Owner documents, have additional requirements within them that
require CABs to deal with complaints robustly with access to ADR where it is required to assist in
resolving the complaint. The Scheme requires that CABs offer a choice of accessible reporting channels
(e.g., online form, email, phone, post), and make it easy for consumers (including those who may be
vulnerable) to submit complaints about installer businesses through an identified point of contact.

The CAB is required to demonstrate during assessment and surveillance activities (and in line with
ISO/IEC 17065:2012 requirements) that they have sufficient competent resources to operate the
scheme, and that should include complaints.

4 Commercial-only installers are not required to be a member of a Consumer Code
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4.1

4.2

4.3

4.4

4.5

4.6

4.7

Effective Use of Sanctions

The CABs are required in dealing with complaints about installers to ensure that the integrity and
consistency of the Scheme are maintained and that they shall be unbiased and perceived to be
unbiased in the handling of complaints and appeals.

In the investigation of the complaint and the actions taken where the installer is deemed to be at fault,
it is expected that the CAB shall endeavour to persuade the installer to resolve the complaint to the
satisfaction of the installer’s client. If the CAB cannot persuade the installer to resolve the complaint a
full investigation of the complaint shall be made and where the installer is found to be culpable or
partially culpable the CAB shall instigate corrective action proceedings on the installer.

Complaints are monitored and if an installer is seen to be receiving multiple complaints (5% or higher
of total in-scope installations) the CAB will increase the frequency of assessments at cost to the
installer.

There are a range of sanctions that the CAB can apply from additional assessments through to
suspension and/or removal from the scheme.

If in investigating the complaints the CAB identifies that there is a risk to certification in relation to the
installer, then it would be expected that the CAB would take appropriate sanctions to deal with the
matter up to and including suspension and/or removal of the installer from the scheme.

Any disciplinary proceedings against a member within a reasonable timescale is identified within the
CAB Requirements, however, CABs are permitted to have shorter timescales.

The CAB is required to meet the scheme requirements in suspending or removing the Installer’s
certification and this includes:

e Informing the holders of any tenders or contracts that were supported by the Certified Installer’s
certification to the Scheme requirements.

e Informing any competent authority or other interested parties of any Installer who has been
suspended, withdrawn or terminated, from the Scheme and has failed to comply with any relevant
statutory regulations.

e Flexi-Orb may operate a Memorandum of Understanding (MoU) with Certification Schemes,
Consumer Codes and other scheme owners.
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4.8

5.1

5.2

5.3

The installer provides a Workmanship Guarantee and an IBG® which requires them to remain
responsible for the installation even if they are no longer with the CAB. The complaints process
requires the installer to engage in ADR and to agree to be bound by the outcome.

Strong Financial Protections

The Scheme and the Certification Body require the installer to issue Workmanship Guarantees and
Insurance Backed Guarantees® that will give the consumer added protection beyond their statutory
consumer rights and manufacturers’ product warranties.

The IBG will provide financial protection to consumers should the member become insolvent or stop
trading before the completion of the contract, or during the term of the workmanship guarantee. This
includes Deposit Protection.

Information is provided for consumers on the financial protections in place, and assistance in helping
installers understand the requirements and their obligations under the Scheme is also provided by the
Certification Bodies. The information includes what is covered by the protections, with any significant
exclusions or limitations, any key conditions (such as service/maintenance requirements), duration,
and how to access the protections if needed.

There is also the Flexi-Orb Fund of last resort to support rectification works where the installer has
been found to have installed a non-conforming installation and is not willing or unable to rectify the
installation, e.g., disappearing but not ceasing to trade.

> IBGs for commercial and/or EVCP installations are optional
6 1BGs for commercial and/or EVCP installations are optional
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