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Module 1 -Working in an Effective & Professional Manner Training Materials

This module covers the competency and underlying knowledge required to comply with Unit 1
of the National Occupational Standards (NOS) for Domestic Energy Assessors (DEAS)
entitled "Work in an effective and professional manner"

Some may regard the material in this module as being little more than common sense. The
skills and knowledge described are not exclusively related to Domestic Energy Assessors or to
the property industry. Indeed, those already running or working in successful businesses are
likely to find these requirements reflect simple good practice they already apply. Nonetheless,
the module covers the competences prospective DEAs will have to demonstrate to meet the
NOS.

At the outset it might be useful to describe the likely scenario of how the domestic energy
assessment industry will work. The legislation does not specify how EPCs are to be instructed
or what fees can be charged, but it is widely expected that Home Information Pack providers
will be the main source of instructions to DEAs, rather than individual home owners. The
complexity of putting together a HIP makes it unlikely that home owners will put a pack
together privately.

The likely scenario is set out below in sequential format and is displayed in the flow chart
below.

1. The home owner chooses an estate agent to sell the property.

2. The estate agent offers to put together a HIP as part of its service (probably wrapping
up the HIP fee in its sales commission

with a claw-back clause if the home
owner withdraws prior to sale)

Expected Market Structure

3. The estate agent instructs a pack
provider. They may have a link to just
one provider, possibly in the same
group ownership, or might use several
providers.

Home Owner i

Estate Agent —

Pack Provider S
4. The pack provider will have links to

panel managers or might operate its
own panel of freelance and directly
employed inspector/assessors.

Panel Manager

Energy Assessor

5. The panel manager will place the —
instruction with a local DEA who has Ac_:cred!tatlon
spare capacity. (Licensing) Scheme
6. The DEA makes an appointment with Energy Performance
the home owner or estate agent, Certificate
inspects the property and collects the
data required to produce the EPC.
Government EPC
7. The data set is sent electronically to the Database
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been produced in accordance with the required codes and standards.

8. The data is lodged electronically on the government's database (operated by
Landmark) by the accreditation scheme. Once lodged, the data set formally becomes
an EPC.

9. A copy of the lodged (legally validated) EPC is released by the accreditation scheme
and is transmitted back up the chain to be available at the estate agents office for
viewing by prospective purchasers.

From this scenario it is evident that there are a number of potential business contacts or
"stakeholders" with whom the DEA must interact - home owner, estate agent, pack provider,
panel manager, occupier (if different to owner).

Others may also read and wish to query aspects of the EPC, including prospective
purchasers, lenders and conveyancers.

The DEA therefore needs to develop strategies for effective working relationships with these
stakeholders, many of whom will have differing priorities and communication requirements.

There are five sections in this unit.

Section 1 deals with the competencies needed to communicate and interact with clients
instructing EPCs, with property owners, estate agents and others. It also deals with
establishing effective procedures for obtaining and storing information and, very importantly,
the need to maintain a rigorous complaints procedure.

Section 2 looks at making the best use of time, at capacity planning and workflow
management.

Section 3 deals with monitoring performance, obtaining feedback and adapting
accordingly, plus updating skills and knowledge.

Section 4 considers what it is to be a professional, the codes of conduct that must be
adhered to and what insurance cover must be in place.

Section 5 is concerned with conflicts of interest, how to recognise and manage those
conflicts and how to accommodate the statutory duties of a Domestic Energy Assessor,
particularly the ability of an assessor to provide services beyond the scope of an EPC.

Disclaimer

This information contained in these training materials was correct at the time of printing.
However domestic energy assessment is an emerging field subject to rapid change and
further regulation. ElImhurst has endeavoured to provide up to date information based the
published National Occupational Standards at the time.
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This section deals with the competencies needed to communicate and interact with clients
instructing EPCs, with property owners, estate agents and others. It also deals with
establishing effective procedures for obtaining and storing information and, very importantly,
the need to maintain a rigorous complaints procedure.

1.01 Telephones

Despite the growth of email, the telephone remains as probably the key
usiness tool for day to day communication. The need to be contactable
at all times is common to most businesses and certainly applies to a DEA.
Panel managers will call to find out about availability for new work and will
chase progress of work in hand. Home owners and estate agents will
need to be called and will call back about inspection arrangements. Calls

will need to be made to warn about delays. Telephone queries will be
-received about previous jobs.

“A busy DEA will probably need a landline in the office, with fax options or
a separate fax line, and a mobile phone when out on inspections. Basic business telephone
protocols should be adopted:

* Ensure that the telephone is answered promptly - no more than four rings is a
reasonable wait.

» Adopt a businesslike answering format - give a greeting, followed by the company
name and the answerer's name. If working from home, avoid the phone being
answered in an unsupervised way by other members of the family, particularly
children, as this gives an unprofessional image and can pose security risks.

« If you are unavailable, have a procedure for a message to be taken accurately, with
the time of call and the callers name and number. Ideally, the caller should be given
an estimate by the answerer of when you will be able to phone back.

+ If the telephone cannot always be manned, use an answerphone service. Make sure
this is reliable, that it has an outgoing message (OGM) that identifies your company
name and that it allows a message to be left. Ideally, the OGM should be updated
regularly giving details of when you are expected to return. This is particularly
important when you will be away from the office for a long time, e.g. holidays.

» Consider the advantages of an automatic divert to your mobile phone, but weigh this
against the nuisance of being interrupted by calls when concentrating on an
inspection or when driving. Taking mobile calls when inspecting an occupied property
creates an unprofessional image.

» Most answerphone services allow you to dial in from a mobile phone to hear left

messages. This might be more controllable than a divert that immediately transfers
incoming calls to your mobile phone.
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» The outcome of important telephone conversations should be recorded in writing,
particularly if they have a contractual or professional content. Reference to a
telephone call may need to be retrieved in the event of a future dispute. A standard
template is best for this purpose, recording the time and date of the call, who took
part in the conversation and the key issues that were discussed. The record needs to
be kept in the case file for future reference.

+ Finally, make sure you deal with left messages promptly and phone callers back if you

have promised to do so. There is nothing more annoying for callers than leaving
messages that do not get dealt with.
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1.02 Electronic Communication

Instructions will be sent to DEASs via secure internet links and
completed EPCs will be signed off electronically, lodged
electronically on the Landmark database and passed electronically
to the pack provider.

A by-product of electronic communication is the use of email for
business to business communication. Email is also used, more and
more frequently, by private individuals for their day to day business
and personal correspondence.

Email is a relatively unstructured form of communication compared to the typed and posted
business letter. Businesses need to show that they are modern by embracing this technology,
yet not be so informal as to cause offence or to appear unprofessional. The following
guidance may help avoid the pitfalls of email:

Put references and subject headings in the title box or at the head of the email

Use an appropriate opening greeting and a salutation at the end of the text -don't be
overly familiar with people you don't know well.

Use proper English and grammar - do not use abbreviated "text-spelling”.
Use short sentences and plain English.

Break up the text with paragraphs, as long blocks of text are difficult to read on screen.

Another potential problem with email is that incoming mails can be lost or delayed if they are
addressed privately to someone who is not accessing his/her mails due to sickness, holidays
or more permanent absences, e.g. they may no longer be employed by the firm.

To avoid this dilemma, it is best to give out an email address that is accessible by a number
of people where you work or to use diverts from your personal address when you know you
will be absent. Ideally, the "Out of Office Assistant" functionality should be used to alert
senders that you are away from work and that someone else will respond.
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1.03 Written Communication

A well written and presented business letter is one of the most tangible
ways of conveying a professional image to clients and other business
contacts. Conversely, a badly presented letter can undermine what
might otherwise be a good service.

Opinions vary as to the correct etiquette of writing business letters, but
the following principles probably encompass good modern practice:

Invest in good quality stationery for both paper and envelope.

Pre-printed headed paper, ideally with a coloured logo, looks more professional than
a DIY heading and logo.

Ensure that the address, telephone numbers and email address are included and are
current. If details are out of date, order fresh headed paper.

Make sure you follow the legal rules for displaying company status, registered offices
and VAT registrations.

Set out the letter in a businesslike way - see the example below.

Quote your own reference and that of the recipient (if known).

Use an appropriate heading to help the recipient recognise what the letter is

about. If replying to a letter, it is often best to repeat the heading from the

received letter.

Use simple plain English and good grammar. There is no need to adopt "Olde
Worlde" language such as, herewith, ultimo or aforesaid. Such words tend to be are

regarded as pompous in modern business.

If replying to a letter or following up a telephone conversation, refer to that
previous contact at the start of your letter.

Think about what you wish to convey and plan the letter accordingly.

Try not to make letters too long and, if they do go onto more than one page, use
continuation paper (not another sheet of headed paper) with page numbering.

Avoid complex sentences and large blocks of text - they are not easy to read. Use
paragraphs for different subjects or aspects of the letter.

Adopt an appropriate opening greeting and final salutation. People are less concerned
than they used to be about use of their name (even their forename) by people they do

not know very well, but if in doubt about causing offence, it is best to err on the side of
a more formal style.

An example of a business letter asking a home owner to make contact to arrange an
appointment is set out overleaf.
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Example Business Letter

Al Energy Assessors
Al House, High Street, Main Town, PC1 3ZZ
Tel: 12345 678678 Fax: 12345 678789
Email: alenergy@internet.co.uk

Mr and Mrs Inglefield
14 Acacia Avenue
Anytown C31 2EU

Ref: PT/DMV/4023
12thJanuary 2009
Dear Mr and Mrs Inglefield

Energy Performance Certificate - 14 Acacia Avenue,  Anytown

We have been instructed by Service Incorporated to undertake an Energy Performance
Certificate for your property to form part of a Home Information Pack.

Unfortunately, we have not been able to contact you by telephone and therefore we should be grateful if
you would telephone us on 12345 678678 to make a mutually convenient appointment for one of our
energy assessors to visit. When calling please ask to speak to Pam Turner or Susan Gregory and
quote the reference 4023.

Yours sincerely

Pat Turner
Pam Turner Administration
Assistant

Al Energy Assessors Ltd.
Registered Office: A1 House, High Street. Main Town. PC1 3ZZ. VAT
Number: 123456789
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1.04 Filing Systems

This is perhaps a mundane topic, but it needs some thought before
setting out in business as a DEA, because it is difficult and time
consuming to change a system once it has been set in train: There
are a number of things to think about:

» The volume of paper to be filed will be considerable. It is likely to include instruction
sheets, site notes, EPC data entry sheets, copy EPCS, post inspection query
correspondence and replies, records of telephone calls, etc.

» Consideration needs to be given to how files will be stored and how much floor space
will be required. A busy DEA might undertake perhaps 30 -40 EPCs a week and
volumes will soon build up.

+ Filing needs to be secure, as it contains personal data. (Data protection issues are
covered in Unit 2)

» Files need to retrievable at short notice if queries or complaints are received. An index
system with accurate referencing will need to be maintained

* Files may be needed to support the defence of negligence and other complaints. It is
likely that the government will impose a storage timescale of 15 years for paperwork
and electronic data relating to the preparation of an EPC. (At the time of writing,
Inspection and Reporting Requirements have not been issued for EPCs, but 15 years
was imposed by the Government for Home Condition Reports)

» Filing should be undertaken frequently so that recently completed cases and cases in
progress are not misplaced or lost.

» A bring forward system needs to be maintained to bring unfinished cases out of filing
for action at pre-set timescales.
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SECTION 2- TIME MANAGEMENT AND WORKFLOW

This section looks at how a professional goes about making the best use of their time,
managing capacity and planning workflow.

2.01 Workflow Planning

Many textbooks have been written about managing time, most of
them aimed at managers. Managers tend to have much less
formally structured days than a practicing DEA, who is out on the
road visiting properties at pre set times throughout the day.
However, there are some common themes from the theories of
time management that can help the DEA to make best use of time
and therefore get through his/her work in less hours or have time to
do more EPCs and make more profit!

Firstly, be realistic about what is achievable, particularly about how many EPCs can be done
in a day. This means analysing how long it takes to inspect a property, depending on its size
and complexity, how long it will take to travel between jobs (picking up keys as necessary) and
how long you need in the office to write up and sign off EPCs and other work.

Know your limitations and decline instructions if they are too complex or too distant for you to
do them efficiently.

As mentioned in the previous section, pack providers and their panel managers will expect a
fast turnaround, so it is important that you do not book inspections too far ahead and that you
ensure paperwork (including completion of the EPC on screen) is kept up to date.

Panel managers will monitor performance of DEAs and will favour those that achieve service
standards and do not require chasing. When you are fully booked ahead there is no point
accepting instructions that you know cannot be returned within timescales. Your failure to
deliver will drop you down the pecking order on the panel and, in the long term, you will
receive less work.

Liaise with your sources of instructions on a regular basis, so that they know how much work
you can handle. Let them know as soon as you become fully booked so that they can
temporarily put you "On Hold".

Panel managers are likely to have sophisticated distribution systems that will control work
flows and will automatically reactivate an "On Hold" status after a pre-set time delay, but it is
best to monitor incoming instructions and remind panel managers when you can come "Off
Hold" and take more work again.

When you are going on holiday tell your regular suppliers of work in advance, so that they can
"turn you off' a couple of days before you depart and turn you on again before you return, so
that you have work to come back to.

Remember to allow for other work - booking appointments, dealing with queries,
preparing accounts, VAT returns, etc.

If you employ support staff, make sure you delegate to them appropriately. Your time is best
used for fee earning professional work, developing existing clients and finding new
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ones. Support staff can take telephone calls, accept instructions, book appointments,
prepare site note packs, find road directions, type up EPCs, maintain databases/files and
prepare accounts. They need to be trained adequately to do these tasks to your standards
and this means investing time in making sure they understand what you expect of them.

2.02 Time Management

There are some classic time management techniques. Consider
which will work best for you:

Prepare in advance. Get every thing ready for the next day the night before so that
you get off on time in the morning.

Keep your office (and mind) tidy so that you do not waste time searching round for
things.

Anticipate delays before they happen and plan contingencies.

Keep your customers informed. If you know a job will be delayed, tell them as soon
as possible, don't rely on the hope that they will not notice. They will!

Don't make promises to do work in timescales you know will be
impossible/difficult to achieve. Broken promises are remembered.

Prioritise what needs to be done immediately and what can wait. Sort tasks into
physical or mental piles - A, B and C. Do the As first, then the Bs.

Recognise that the Cs may not really need doing at all. Cut out unnecessary activity.

Delegate tasks you don't need to do personally, even if the task might not be done
quite as well as you would do it yourself.

Avoid procrastinating by doing the tasks you like doing first, at the expense of more
urgent, difficult tasks.

Tackle big awkward tasks a bit at a time. Break them down into manageable chunks.

If you need to concentrate, set time aside and avoid interruptions. Let someone else
answer the phone or use the answer phone.

Don't accept other peoples "monkeys" by being too helpful, if someone comes to you

with a problem, guide them in how they might resolve it themselves, don't take the
problem off them.
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« Finally, a key technique is "Do it now". This means don't keep thinking about what
needs doing and constantly picking up a task and shuffling it around the desk, only to
be pick it up again later. It is surprising how much can be achieved by just getting on
and "doing it" there and then!

2.03 Timescales of EPC Production

Timescales for responding to instructions, queries and answering
correspondence are likely to be set in contracts and service level
agreements from pack providers and panel managers. It is
therefore essential that you set up procedures for incoming
¥ messages, email, post and faxes to be date stamped and passed
to the correct person for prompt attention. Computer systems will
need to be updated at each stage of a job.

It is common practice for panel managers to monitor and chase
the progress of instructions. They will expect inspection appointments to be booked promptly
for new jobs. They will expect EPCs to be signed off within a short time after the inspection
and they will expect post EPC queries to be answered swiftly.

Typical timescales written into contracts are likely to be as follows:

+ Telephone messages to be returned on the day of receipt

» Faxed queries to have a 24 hour response

+ Letters to have replies within 48 hours

* Inspection appointments to be made on the day the instruction is received

* EPCs to be signed off within 3 working days from receipt of instruction
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2.04 Diary Systems

All'incoming instructions for EPCs will need to be logged and
processed electronically and each assessor's time will need to be
planned to maximise productivity within realistic timescales.
Some assessors will work independently and book their own
inspection appointments; others will employ support staff to do
this for them.

Whether the assessor makes his/her own appointment or not, it is
essential that an accurate diary is maintained. There are a number of issues to consider
when setting up a diary process:

» The diary can be kept in manual paper format or electronically, but it must be available
for both the assessor and the office support staff at all times, so that each party
knows the daily schedule. If a paper diary is maintained this means that the assessor
must take a paper copy of the day's schedule out on inspections. Electronic diaries
have the potential to allow the assessor access via internet or SMS connection when
away from the office base.

» The person booking inspections needs to understand the proximity of one job to
another and the likely traveling time between appointments. This will depend on the
time of day and likely traffic flows.

» The size and complexity of each property will determine how long the assessor will
be on site and complications, such as having to collect and return keys, will need to
be factored into the diary.

+ ltisinevitable that some inspections will be cancelled by the home owner or agent at
short notice, possibly only when the inspector arrives at the property. Cancellations
represent dead time and the possibility of fitting in other jobs needs to be considered.
This will involve close liaison between the assessor and the diary keeper.

 ltis also inevitable that delays will occur, for example, when traffic is heavy or when
an inspection takes longer than anticipated. When this happens, home owners and
estate agents for jobs later in the day need to be warned of delays and fresh
appointments may need to be agreed if the contact cannot wait for the assessor to
arrive. The diary will need to be juggled to cope with such situations.

+ If there are gaps in the daily schedule, there is potential to fit in urgent or newly
received jobs to maximise revenue and service. New instructions will need to be
communicated to the assessor with full details of the case so that the assessor arrives
fully prepared.

+ The diary needs to be easy to view and change when making telephone calls to book

appointments. It needs to show a number of days in advance so that available
timeslots are accessible.
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An example of a typical diary page is set out below. The diary needs to display sufficient detail
about each job so that timescales and traveling time can be factored in easily when making

appointments without having to consult the main file.
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This section deals with monitoring performance, obtaining feedback and adapting
accordingly, plus updating skills and knowledge.

3.01 Monitoring Performance

The DCLG (Dept for Communities and Local
Government) has issued draft guidelines on its
expectations of Accreditation Centres for DEAS.
This includes a requirement for procedures to
"...assess the continuing competence and
development of Domestic Energy Assessors
against National Occupational Standards and
to ensure that the work of domestic energy
assessors is monitored and audited (including
desk and on-site checks of samples of
assessors' work...)".

To be ready for external monitoring, it makes sense for DEAs to have processes for monitor
their performance themselves and, indeed, finding out how customers perceive the service
provided is a part of any successful business.

3.02 Setting and Measuring Objectives

At the outset of a business period it helps to spend some time thinking about what you wish
to achieve and how that might be measured. This can then be consolidated into a set of
objectives or goals for the business.
A starting point might be to measure productivity, i.e. how many jobs you will undertake or
how much revenue you expect to make. Objectives can then be set for qualitive issues.
These might include:

» average turnaround time for EPCs or percentage issues within service standard

» number of EPCs that needed to be amended due to errors

* number of complaints received

 turnaround for referrals and queries

+ telephone answering standards - number of lost calls, average time of answering

+ efficiency of appointment making - average mileage per EPC

By analysing results against objectives, you can get a feel for how the business is
progressing and where you need to concentrate to improve things.
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3.03 Customer Feedback

Some of the quality issues are hard to measure and this is where customer satisfaction
surveys can help. The first task is to decide what issues your customers are likely to be
concerned about and then devise a set of questions around those issues.

Obvious examples are:

» Speed of returning EPCs.

* Speed of response to telephone calls and helpfulness of response.

» Speed and thoroughness of response to queries.

« Availability to take instructions.
Once you have devised a meaningful set of questions, you need to consider how you
are going to seek feedback. Sending out a questionnaire with each EPC is not cost
effective and might will annoy your customers, but a sample of perhaps 5% of EPCs
might be reasonable or, if you only have a few regular customers, you might send a

questionnaire to each one once a year.

Telephone surveys can be useful, but this tends to take customers off their guard and they
may be unwilling to give their real views because of a fear of confrontation.

Some customers might only be willing to give their views anonymously and this is why large
companies tend to use third party researchers to preserve anonymity. For a small business
this might be too expensive, but a posted questionnaire to be returned (in a pre-stamped
addressed envelope) can be used and does not need the recipients to identify themselves if
they prefer not to do so.

The questionnaire must not be too long or complex. Don't make it an onerous task. Ideally
ask for a rating of each aspect of service (e.g. from 1-5 or poor/average/good) and give some
space for comments.

Don't be discouraged if people fail to return questionnaires. A "hit rate" of 30%-40%
might be all one can reasonably expect.

Include a tick-box for if the customer is happy to give a contact name for you to
telephone to follow up any issues raised in the questionnaire.

An example of a simple customer feedback questionnaire is provided on the next page.
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Example Feedback Questionnaire:

Al Energy Assessors - Customer Questionnaire

At Al Energy Assessors we want to know what are customers think about our service, so
that we can keep doing the good things and improve the not so good. Please rate each
aspect ot our service and provide feedback on the form below: A stamped and addressed
envelope is enclosed for you to return the completed guestionnaire.

Aspect of Service Rating 1-5 Feedback Comments
(1=bad-5=good)

Telephone Service - If we
contacted you on the telephone,
what was our telephone
manner like?

Was the call concluded to

your satisfaction?

Appointment Arrangements

- Was the appointment for the
assessors visit made at a time
to suit you?. Did we explain
what the assessor would be
doing and how long the
inspection would take?

The inspection - Was the
assessor on time? Was the
inspection conducted
professionally? Did the
assessor make a mess?

Speed of Service - How
long were you waiting for the
inspection? Did the Energy
Performance Certificate arrive
in the timescale you
expected?

Queries - Were any queries
you may have had answered
to your satisfaction?

Thank you for taking the time to complete this questionnaire. We may want to contact you to
find out more about your feedback. If you are happy for us to do so, please enter your name
and a contact telephone number:

Name: Telephone: When is it best for us to call:
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3.04 Quality Control

The most important aspect of your service will be the
accuracy of your EPCs. Thoroughness and sense
checking as you inspect and enter data will hopefully
minimise mistakes, but quality can really only be
assessed by someone else checking your
measurements, calculations and data entry.

Customers will assume that your EPCs are correct and they are unlikely to challenge the
RASAP rating unless it is obviously out of line with others they have received on similar
properties or until another DEA undertakes an EPC on the same property and produces with a
different result.

It therefore makes sense to ask another DEA to randomly check a sample of your workings.

If there are number of DEAs working for the same firm this can easily be set up, but an
independent DEA will need to agree a reciprocal arrangement with another independent in the
area. The results of such random monitoring are a very powerful display of a commitment to

quality.

3.05 Dealing with Complaints

All businesses receive complaints from time to time. The best ones
use complaints as "learning opportunities” or unsolicited feedback. If
patterns emerge, complaints can be a good indicator of where things
are going wrong.

When a complaint is received it is crucial to respond quickly, even if only to let the
complainant know that you have received the complaint and are looking into it, with a view to
a fuller response later. Delay in responding will inevitably aggravate the complainant.

It is also sensible to express regret that the customer is unhappy, even if you don't really think
you have done anything wrong. Apologies cost nothing.

You also need to exercise a commercial sense of proportion when handling complaints. There

is no point fighting a point of principle to the bitter end, if ultimately it costs more in terms of
lost time and effort than an offer of compensation at the outset.
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For a DEA the subject of complaints might involve a number of issues:
* Inaccuracy of the RASAP ratings
* Inappropriate recommendations for energy saving measures
+ Delay is completing the EPC
 Failure to respond to telephone calls, emails or letters
* Being late for appointments
« Causing damage to a property
» Leaving premises unsecured
+ Leaving dirty footprints on carpets
« Causing offence by attitude/behaviour
Some of the above have serious implications for financial loss for the complainant, others are
simply likely to have caused annoyance, but all need to be treated seriously.
The Accreditation Centres for DEAs will be required to impose complaint procedures on their

members. The current draft requirements published by the DCLG state that schemes must
ensure:

"Procedures are established for responding promptly and efficiently to
consumer complaints against domestic energy assessors,

Procedures are established to promote investigation , adjudication, mediation
procedures for dealing with such complaints against domestic energy

assessors, such procedures to be transparent and ef  fective.

Such procedures are accessible and available at no cost to consumers and
(where appropriate) provide effective redress.

Procedures are established for an independent proce  ss for domestic energy
assessors to appeal against sanctions that are impo sed against them by the
accreditation scheme.

Where complaints cannot be resolved to the consumer 's satisfaction, provide
for complaints to be referred to an independent thi rd party for a decision. The
independent third party mechanism for resolving com plaints is to be operated
on behalf of the accreditation scheme but the schem e must be able to
demonstrate operational separation from it.

Make sure that the consumer understands thatthey a  re not deprived of their
legal rights by participating in the accreditation scheme's consumer
complaints process.

Report complaints that involve apparent criminal ac tivity to the police."
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Different accreditation centres will impose there own requirements. There are also likely
to be complaint procedures contained within the Inspection and Reporting Requirements
(as and when they are published by the DCLG), Finally, it is likely that panel managers
will impose complaints clauses in their contracts with panel members.

The multiplicity of controlling bodies and requirements might seem confusing, but there are
some common threads:

DEAs must hold a written complaints policy or statement that sets out how a
compliant will be dealt with and the timescales that can be expected

The policy must be freely available to complainants and must explain all internal and
external processes available if the complainant remains dissatisfied

All complaints must be logged and reported to the accreditation scheme

DEAs must use their best endeavours to resolve complaints as expeditiously as
possible

DEAs must cooperate with any external processes invoked by the accreditation
scheme

Copies of all correspondence must be held on file and made available on request

The outcome of all complaints must be notified to the accreditation scheme

It helps to avoid confrontation and to introduce some distance between the complainant and
the person they are complaining about. In a large firm this can be achieved by a manager
investigating and responding to the complaint, rather than the DEA that inspected the
property. For the independent DEA this is not so easy and a reciprocal arrangement with
another DEA working nearby can be helpful, i.e. each investigates and handles the other's
negligence complaints.

An example of a typical complaints policy is set out on the following page. The policy could
be send to all customers with the terms and conditions letter.
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Example Complaints Policy:

Al Energy Assessors- Complaints Policy

Al Energy Assessors is committed to providing a quality service to its customers at all times.
We take complaints seriously and pledge to abide by the following policy:

1. All complaints will be handled courtiously.
2. We will try to respond in writing within 48 hours to all correspondance.
3. Complaints will be handled personally by a director of the company.

4. We may need to reinspect a property if the quality of our assessors work is in doubt. We
will not make a charge for such reinspections.

5. If it is necessary for a revised Energy Performance Certificate to be produced due to a
failure on our part, we will meet all of the costs involved.

6. All complaints will be reported to our Accreditation Centre (the body appointed by the
Government to supervise the work of Domestic Energy Assessors.

7. If we are unable to resolve the complaint to your satisfaction, we will be happy to refer the
complaint to a mutually acceptable artbitrator and we will abide by that arbitrator's decision.

8. This policy does not restrict your right to take legal advice.

Your Name

Managing Director

Al Energy Assessors
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This section considers what it is to be a professional, the codes of conduct that must be
adhered to and what insurance cover must be in place.

4.01 Professional Ethics

The word professional is often used to describe certain jobs or to
hold out a perception of quality, but finding a definition is difficult.
Most people would agree that certain jobs are done by professionals
- doctors, lawyers, accountants - but are financial advisors,
insurance brokers and estate agents professionals. Does the job
itself, define the term or is in something to do with how individuals
conduct themselves?

It is expected that Domestic Energy Assessors will adopt the standards of a
professional, but what are those standards?

* A commitment to accuracy and objectivity, i.e. acting impartially, free of
commercial interest

» The application of consistent quality, i.e. doing all jobs to the best of ones ability,
irrespective of the fee charged

» Being an expert in the field of work and keeping that knowledge up to date
* Adhering to legal and regulatory codes of conduct

+ Maintaining insurance to protect clients

The Housing Act 2004, and the enabling legislation it put in train for the Home Information
Pack and Energy Performance Certificate, requires DEASs to be suitably qualified, to act
impartially and to be independently regulated. They must have expertise in the thermal
aspects of domestic construction and have a fundamental understanding of RASAP
technology.

The qualification of DEAs is determined by licensed Awarding Bodies and implemented
though Assessment Centres who are subject to external scrutiny. On completion of their
qualification, DEAs will be regulated by Government approved Accreditation Centres that will
monitor performance, conduct, insurance and continuing education.
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4.02 Insurance

Scheme operators will need to demonstrate arrangements for ensuring that individual DEAs
or their employers maintain arrangements to protect consumers - this may be either by:

"Requiring a level of indemnity insurance - an indi cative amount for this would be
£50,000 [NOTE: this figure is subject to views from stakeholders and meetings
with the Insurance industry] cover"

or

"Some equivalent arrangement such as the lodgement of a bond or provision of
an accreditation scheme guarantee”

The above requirement deals with Professional Indemnity insurance. This covers the
insured against claims that they have been professionally negligent in there duties (in this
case providing an EPC) to the extent that financial loss can be established.

In addition to Professional Indemnity insurance (commonly referred to as Pll), DEAs will also
need to protect themselves with Personal Liability insurance (PL!) in the event that they
damage people or property while undertaking their inspections.

Accreditation Centres will negotiate block policies for both insurances to which individual
DEAs can subscribe.
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4.03 Long Life Learning

The requirement for keeping professional skills up to-date, often
referred to as Long Life Learning (LLL) or Continuing Professional
Development (CPD), is also a matter for accreditation centres to
monitor.

The draft Government guidance states that::

"Procedures will be required to assess the continui ng competence and
development of Domestic Energy Assessors against Na  tional Occupational
Standards..."

It will be up to each accreditation centre to develop its own Long Life Learning regime, but it is
expected that they will require DEAs to produce a plan detailing their self development
objectives on an annual basis. They will need to record learning activities undertaken to reach
that objective.

A minimum standard of so many hours of learning activity per annum is likely to be set
(possibly 10-15 hours) and DEAs will need to retain evidence of their learning activities to
prove that they have met their commitments.

Learning objectives can be quite wide, subjects might include learning about; building
regulations affecting thermal performance, learning about new energy related products,
developing IT skills and acquiring new business skills.

A record of learning objectives and activities should be kept up to date. An example of a

possible record template is provided on the next page, with an example of how a learning
objective might be entered. As stated above, it is likely that each Accreditation Centre will
establish its own process for its accreditees to record long live learning plans and activities.
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Example Learning Plan / Record:

Energy Assessor

Name:

Life Long Learning Plan/Record

Year:

Subject Area 1

Heat Pump Technology

Learning Objective -i.e.

what do | want to learn

Need to know about different types of heat pump and
their suitability for different types of property

Current State of
Knowledge

Basic understanding of how heat pumps work

Learning Activity

Date: 12 Jan 2009 Hours: 1.5
Attended CPD conference. Lecture by ProntoHIPS Ltd
"Heat Pumps for Domestic Installation”

Subject Area 2

Learning Objec tive -i.e.

what do | want to learn

Current State of
Knowledge

Learning Activity

Date: Hours:

Subject Area 3

Learning Objective - i.e.

what do | want to learn

Current State of
Knowledge

Learning Activity

Date: Hours:

Subject Area 4

Learning Objective -i.e.

what do | want to learn

Current State of
Knowledge

Learning Activity

Date: Hours:

January 2009
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4.04 Quality Assurance

DEAs will also need to be quality assured by their Accreditation
Centres. The draft Government guidelines suggest that:

"Scheme operators will need to institute quality as surance
procedures that ensure and demonstrate that standar ds of
accuracy defined within the RASAP methodology are b eing
achieved.”

Quality assurance is essentially monitoring and audit of documentation, systems and outputs,
to ensure that consistency is being achieved. It requires the assured party to publish
operation standards, to monitor those standards and demonstrate that standards are being
maintained. The quality standards also need to be subject to external verification.

Each Accreditation Centre will establish its own quality assurance processes and DEAs will
have to comply to maintain their accreditation.
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This section is concerned with conflicts of interest, how to recognise and manage those
conflicts, and how to accommodate the statutory duties of a Domestic Energy Assessor,
particularly the ability of an assessor to provide services beyond the scope of an EPC.

5.01 Managing Conflicts

The National Occupational Standards (NOS Element 1.4.6) state
that assessors must recognise and manage any potential conflicts
of interest that may arise during their work.

A conflict exists if there is reason to anticipate that a professional person has something other
than an independent and impartial role in performing a professional service. It is not
necessary to prove partiality or wrong doing, it is the suspicion that calls into question a
professionals reputation.

It is incumbent on a professional service provider to consider if any party might have reason
to doubt their impartially and for those reasons to be declared to all parties before the
professional service is provided, so that the parties can proceed knowingly.

It is likely that the Government will publish a standard contract with terms and conditions for
the employment of DEAs and it is expected that these terms and conditions will set out
requirements for DEASs to recognise and declare conflicts of interest to customers and other
parties.

A classic conflict would be if the DEA produces an EPC for a property that is being sold by
the estate agent that employs the DEA. A purchaser might suspect that the DEA has been
influenced to calculate a higher RASAP in order to make the property more attractive in the
market.

The terms and conditions of the contract for Home Inspectors require them to declare any
financial or other interest they may have within a special section within the HCR. Such a
facility is not available within an EPC, because the report format does not contain sections for
free text. Therefore, it is expected that the terms of the EPC contract (when they are
published) will require DEAS to declare any potentially conflicts separately in writing. How this
will be conveyed to prospective purchasers is a moot point as one can easily foresee that the
EPC and the written conflict statement from the DEA will not always be kept together.

The most rigorous way a DEA can "manage” conflicts is to decline to undertake
instructions for an EPC whenever there is a conflict. This removes the necessity of
having to declare an interest, but this might be commercially untenable.

The residential property industry is characterised by large groups that own estate agency
chains, surveying firms, mortgage brokers and panel managers and it is expected that these
groups will also own HIP providers and energy assessment companies. Clearly, the
perception of a conflict will arise if a DEA works for the same group and mechanisms for
declaring interests will need to be established.
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Standard letters will be helpful for declaring a potential conflict and an example of a
typical letter is set out below.

Al Energy Assessors
Al House, High Street, Main Town, PC1 3ZZ
Tel: 12345 678678 Fax: 12345 678789
Email:alenergy@internet,co.uk

Mr J and Mrs TE Thorpe
92Hillingdon Road, Anytown
PC315DD

Ref: PH/DMV/4642

15th January 2007
Dear Mr and Mrs Thorpe

Energy Performance Certificate - 92 Hilingdon Road  , Anytown

Further to our telephone conversation today, | am writing to confirm that we have been instructed by
Service Incorporated to undertake an Energy Performance Certificate to form part of the Home
Information Pack needed for the proposed sale of your property.

It is our duty to disclose any relationships that might be considered to be a conflict of interest and we
wish to clarify that A1 Energy Assessors Ltd is part of the same group of companies as your estate
agents, Cope and Partners.

We wish to make it clear that A1 Energy Assessors Ltd has no direct financial interest in the sale of your
property and that the assessor who will complete the Energy Performance Certificate will act in an
entirely objective and professional way, without any influence being imposed by Cope and Partners.

Should you be unhappy about us proceeding, please let us know prior to the assessor's
inspection.

Yours sincerely

Your Name
Managing Director
Al Energy Assessors Ltd.

Registered Office: A1 House, High Street, Main Town, PC1 3ZZ.
VAT Number: 123456789
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5.02 Acting for Friends and Family

Another obvious conflict exists when a DEA is asked to
prepare an EPC for a property owned or being purchased by a
family member or friend. In such circumstances it is probably
better to decline the instruction, but how far does this need to
extend?

It is likely that the terms and conditions of the EPC contract will
mirror those in the HCR contract which states that:

"When Home inspectors are invited to undertake aHo ~ me Condition report for close
friends or close family they must consider whether the relationship might be
interpreted as leading to bias and whether they sho  uld decline the commission.

At the very least they must disclose the fact and n ature of such a relationship on the
face of the Report in the related parties' box. Thi s Guidance does not specify what is
meant by the phrase close friends and close family as the extent to which a potential
conflict exists depends on the nature of the partic ular relationship in question. Almost
certainly the phrase includes brothers, sisters, pa rents, spouses, common law
partners and civil partners within the meaning of t he Civil Partnership Act 2004
(including former spouses, common law and civil par tners).

The closer the relationship, the more likely it is to give rise to a perception of bias and
so the more unwise it would be for Home Inspectors to accept the commission."

This contractual clause is helpful in clarifying the extent of relationships that might give rise to
a concern and in suggesting how conflicts can be managed, i.e. decline the instruction or
declare the interest. It could be argued that the scope for bias in a HCR is much wider than in
an EPC, but the principle remains valid. If a friend or relative is selling a property, a purchaser
might allege that the DEA had overrated the RASAP to make the property more saleable. If in
doubt, it is probably wise for a DEA to decline instructions if family and friends are involved.
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5.03 Direct Advice to Clients or to Others

It is inevitable that DBAs will receive requests for advice when
undertaking EPCs.

. At the time of inspection, homeowners might ask what the RASAP ratings
| will be and what things should they do to improve matters.

On publication of the EPC, homeowners and prospective purchasers
might ask for advice about what type of insulation to fit or what make of boiler to buy.

The terms and conditions of the EPC contract (when published) will almost certainly prohibit
the DEA from giving direct advice of this type. The DEAs duty is to provide an impartial and
unbiased EPC that is totally objective. It is therefore not appropriate to favour certain
manufacturers or certain sectors of the insulation, glazing, heating, or plumbing industries.

DEAs must avoid getting drawn into discussions about energy matters when making property
inspections. They should deflect such requests by suggesting that the homeowner should
wait until the EPC is published and then follow the recommendations in the published EPC. It
is most unwise for a DEA to pre-judge the rating and recommendations in the EPC before the
data has been entered into the RDSAP software.

DEAs will be expected to clarify issues flowing from the production of the EPC but they must
not give advice which could expose them to allegations of commercial bias.

One way of helping customers to find suitable products and contractors is to direct them to
advisory organisations such as the Energy Saving Trust (www.est.org.uk). The Trust is a non
profit making organisation, partly sponsored by the Government to promote energy savings.
Their site includes information about most energy issues and includes a directory of suppliers
of energy related products.
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SELF TEST QUESTIONS— MODULE 1

1. Who are the stakeholders in a typical EPC instruction?

2. List the key elements of an effective business letter.

3. What are the likely timescales that a DEA will have to work to when instructed to
provide an EPC?

4. What factors need to be considered by a DEA when planning his/her workflow?

5. List four issues that a DEA could measure to monitor his/her performance?

6. What are the main elements of an effective complaints process?

7. Briefly explain the differences between Pl and PL insurance? What does each
cover?

8. How might a DEA demonstrate compliance with Long Life Learning expectations?
9. How can conflicts of interest be managed?

10. A person selling a property asks a DEA for advice on what they should do to
improve their SAP rating. What should the DEA advise?



SELF TEST ANSWERS

1. Who are the stakeholders in a typical EPC instruction?

Home owner, estate agent, pack provider, panel mana  ger, purchaser, the
Government

2. List the key elements of an effective business letter.

* Quote references

« Use an appropriate heading

« Use simple plain English.

 Refer to that previous contacts

« Think about what you wish to convey and plan the letter accordingly.
« Try not to make letters too long

« Avoid complex sentences

» Use paragraphs for different subjects

« Adopt appropriate greeting and final salutation.

3. What are the likely timescales that a DEA will have to work to when instructed to
provide an EPC?

A three working day turn-around
4. What factors need to be considered by a DEA when planning his/her workflow?

How long it takes to inspect a property How
long it will take to travel between jobs How
long you need in the office How far are you
booked ahead

5. List four issues that a DEA could measure to monitor his/her performance?
Might be four of:

» average turnaround time for EPCs

« percentage issued within service standard

« number of EPCs that needed to be amended
« number of complaints received

 turnaround for referrals and queries

« telephone answering standards

« efficiency of appointment making

6. What are the main elements of an effective complaints process?



« Have a written complaints policy

* Make the policy available to complainants
« Explain all internal and external processes
* Log and report all complaints

* Resolve complaints expeditiously

e Cooperate with any external processes

« Keep copies of all correspondence

7. Briefly explain the differences between Pl and PL insurance? What does each cover?
Pl is professional indemnity insurance to cover aga inst negligent service. PL is
public liability insurance to cover against physica | damage caused to property and
persons

8. How might a DEA demonstrate compliance with Long Life Learning expectations?

By setting LLL objectives and recording actions to meet those objectives. A
minimum number of hours of LLL is expected to be re quired of DEAs

9. How can conflicts of interest be managed?
By declining to act or by disclosing the conflict

10. A person selling a property asks a DEA for advice on what they should do to improve
their SAP rating. What should the DEA advise?

The DEA should recommend that the home owner wait u ntil the EPC is
produced as it will contain recommendations



