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In June 2015, Flexible Resolution Services (FRS) — previously Ombudsman Services - was approved
by the Chartered Institute of Trading Standards (CTSI) to provide alternative dispute resolution
services under the Alternative Dispute Resolution for Consumer Disputes (Competent Authorities
and Information) Regulations 2015 (the Regulations).

The scheme covers complaints about Domestic and General service and maintenance plans.

As part of CTSI's approval, under Schedule 5 of the Regulations, FRS is required to produce an annual
activity report containing the information below:

(@) The number of domestic disputes the ADR entity has received

No. No. enquiries No. No. disputes No. No. disputes
enquiries received disputes received disputes accepted
received (cross-border) received (cross-border) accepted (continued to

(domestic) (domestic) (continued case)
to case) (cross-border)
(domestic)
690 0 635 0 583 0

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

Types of disputes:

e Claims processes
Customer service
Auto renewal
Plan set up
Repair delay
Repair damage
Repair quality
Mis-selling

(c) A description of any systematic or significant problems that occur frequently and lead to
disputes between consumers and traders of which the ADR entity has become aware due to its
operations as an ADR entity

None of the plans provide emergency cover, but some consumers are left a significant amount of time
without a boiler/necessary appliance (such as a fridge).

There is no set timescale for a repair to be completed within the terms and conditions but sometimes
consumers could be left for weeks or even months without a successful repair or replacement. This could
be due to a delay in the required parts coming in, or because the repair isn’'t successful on the visit.

(d) Any recommendations the ADR entity may have as to how the problems referred to in paragraph
(c) could be avoided or resolved in future, in order to raise traders’ standards and to facilitate
the exchange of information and best practices

Additional clarity could be provided to consumers on likely timescales for repairs and factors that can
impact these timescales.
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(e) The number of disputes which the ADR entity has refused to deal with, and the percentage share
of the grounds set in paragraph 13 of Schedule 3 on which the ADR entity has declined to
consider such disputes

Total no. of disputes rejected 52

Reason No. rejected Percentage of
rejected

a) The consumer has not attempted to contact the trader 4 7.7%

first

b) The dispute was frivolous or vexatious 0 0%

¢) The dispute had been previously considered by another | 0 0%

ADR body or the court

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

e) The consumer did not submit the disputes within the 2 3.8%

time period specified

f) Dealing with the dispute would have impaired the 0 0%

operation of the ADR body

g) Other (enquired too early, not yet complained to trader, | 46 88.5%

trader not member, advice call etc...

(f) The percentage of alternative dispute resolution procedures which were discontinued for
operational reasons and, if known, the reasons for discontinuation

No disputes were discontinued for operational reasons.

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

Domestic Cross-border
Average time taken to resolve disputes (from 54 days N/A
receipt of complaint)
Average time taken to resolve disputes (from 35 days N/A
‘complete complaint file’)
Total average time taken to resolve disputes 44 days

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

Data to confirm the rate of compliance is not currently available. However, FRS follows a process to pursue
any trader that fails to implement a binding decision within the required timeframe.

(i) The co-operation if any, of the ADR entity within any network of ADR entities which facilitates
the resolution of cross-border disputes

FRS has not needed to co-operate with other ADR entities, as we received no Cross Border disputes.
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Getting in touch

L 03333001620

Q Flexible Resolution enquiry@flexibleresolutionservices.co.uk
Services
P.O.Box 1623
Warrington WA4 9RE

Additional support:

We are committed to treating everybody with fairness and respect.
Our commitment includes providing additional support to consumers
needing help to access our services fully.

Please see below some of the services we can help with:

e Speaking to us in aforeign language & translation services
*  Visual impairments (including Braille)

e Hearing impairments (including Sign language)
 Accessibility

If you need anymore information or would like to request access to any
of the services above, you can do this over the phone, online or in writing.

www.flexibleresolutionservices.co.uk





