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Membership is as good for the installers as it is for 

customers. Installers who gain accreditation boost their 

own edge in the marketplace and get the same 

protection as their clients. And, by guaranteeing 

first‑class safeguards all round, HIES helps build a fine 

reputation for the industry.

Nick Ross
(Former BBC Watchdog & Crimewatch Presenter)

“We joined HIES because we wanted to show our potential customers that we care about 
outstanding service. In order to join HIES, companies must reach certain standards and 
we are able to gain extra credibility by advising customers that whichever company they 
choose, they should choose a HIES accredited company for their own peace of mind.”

David Lindsay, Solarking UK

“Even a successful and well established 
company like Apple isn’t automatically accepted 
for membership of HIES - which is an excellent 
reason for applying! I never doubted we would 
be accepted as we meet all of HIES’s stringent 
requirements. Now our membership means we 
can assure our customers’ peace of mind.” 

Scott Hill, Apple Solar

“One of the major benefits of belonging to HIES 
is the confidence it inspires in our customers. 
Nick Ross is seen as the consumer’s champion, 
so his endorsement carries weight. If our 
customers feel they are protected then they are 
happy to do business with us.“ 

John Leary, T&K Home Improvements

Nick Ross 
(Former BBC Watchdog & Crimewatch Presenter)

“ We recently underwent an onsite audit by HIES and it was very refreshing. HIES talked us through 
the process and continue to provide firstclass support. Historically we have never received this 
assistance and information from a Consumer Code.”

Simon Peat, Project Solar

The Home Insulation & Energy Systems Quality Assured Contractors Scheme (HIES) is a Company Limited by Guarantee.  
Registered Address: Astley House, 29 Queens Road, Chorley, Lancashire, PR7 1JU. Registered in England (Company Number 07972075).



O HIES Code of Practice is approved by the Chartered Trading 
Standards Institute and the Consumer Codes Approval Board.

O HIES is endorsed by consumer champion Nick Ross (ex BBC 
Watchdog and Crimewatch presenter).

O Customer feedback highlights the value of using HIES 
members.

O Standardised suite of documentation (Trading Standards Approved) makes life easier for 
HIES installers.

O Automatic Deposit Protection & Insurance Backed Guarantees saves installers time.

O Full suite of marketing and Point of Sale documents featuring Nick Ross wins installers 
contracts.

O Help and friendly advice with audits, compliance and legislative issues.

O Full Dispute Resolution Service including Mediation, Independent Inspections and 
Ombudsman.

O Quarterly “catch-up” meetings to share industry experience and support your business.

O The ability for consumers to search for an approved member in their area.

What is HIES 
& Why is it needed? Benefits to Installers:

Who are Ombudsman Services 
& what do they do?

Benefits to Consumers
O Confidence of CTSI Approved Code

O HIES endorsed by Nick Ross

O Fully Vetted and Accredited Installers

O Free Advice Line: 0800 505 3412

O Free Deposit Protection

O Free Insurance Backed Guarantee 

O Free Mediation

O Free Independent Inspections

O Free Ombudsman Scheme

The Home Insulation & Energy Systems 
Contractors Scheme (HIES) is a Consumer 
Protection organisation giving consumers 
confidence in the Renewable Energy and 
Insulation sectors.

To work in the renewable energy sector 
and benefit from government subsidies such 
as the Feed-in Tariff (FIT) installers were 
required to be a member of 1) MCS and 2) A 
Consumer Code (approved by The Consumer 
Codes Approval Board and Chartered 
Trading Standards Institute) and 3) A Deposit 
Guarantee and Insurance Backed Guarantee 
Provider to ensure deposits and guarantees 
are protected for every customer.  To date this 
has necessitated dealing with three separate 
entities.

With the approval of the HIES Code of 
Practice, installers will now only need to be 
a member of MCS and HIES to comply with 
subsidy legislation. There is no longer a need 
to be a member of a myriad of schemes.

Point of Sale 
material...

O HIES Customer Registration Certificate
O Deposit & Stage Payment Protection 

Certificate
O Insurance Backed Guarantee Certificate
O Customer Satisfaction Survey

All members customer’s receive:

Benefits to Consumers Using a HIES Member:

Fully Vetted and Accredited Installers

Free Advice Line: 0800 505 3412

Free Deposit Protection

Free Stage Payment Protection

Free Insurance Backed Guarantee (for every customer)

Free Mediation (to help fully resolve any disputes)

Free Independent Inspections (providing a thorough 
defect analysis report)

Free Arbitration (to provide a legally binding, 
enforceable resolution)

Free access to Ombudsman (to conclude disputes 
without incurring legal fees or costs)

Free access to Compensation Fund (to honour all 
Ombudsman Awards)

All members installing ‘FITs’ generated products will 
be MCS & REAL registered

0800 505 3412  or visit  www.hiesscheme.org.uk
(freephone)

Protect your 
investment by  
using a HIES  

installer

To verify your installer is currently a member please call: 

Why you should always use a HIES
member

  Solar PV
  Solar Thermal Cavity Wall & Loft Insulation All Types of Boilers

This is to certify that

having satisfied the requirements
for membership of The Home 
Insulation & Energy Systems
Quality Assured Contractors 

Scheme, has been awarded the
status of Accredited Member and

undertakes to abide by the
decisions of The Ombudsman

and to serve their
customers with integrity and a

commitment to quality.

CHIEF EXECUTIVE OFFICER

MEMBERSHIP NUMBER

VALID UNTIL

M
EM
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RS

H
IP

CERTIFICATE

The Ombudsman is Ronald Barham, 

LLM, PhD, FCIArb.; a freeman of the City 

of London and an experienced arbitrator. 

He has been a dispute resolution 

practitioner for most of his professional 

career and, for over 25 years, has also 

served as a member of tribunal judiciary 

and chairman of a statutory tribunal. 

Prior to his specialising in dispute resolution, he was in general 

practice as a chartered surveyor and consulting engineer 

[being, then, a Fellow of the Royal Institution of Chartered 

Surveyors, the Chartered Institute of Building and the Architects 

& Surveyors Institute].

The Ombudsman oversees the handling of complaints and 

disputes resulting from breaches of contract, professional 

negligence, misconduct or poor service by member firms.

The Ombudsman service is free of charge to both the installer 

and consumer and is completely independent of the members 

that subscribe to the scheme.

The Home Insulation and Energy Systems Contractors Scheme 
(HIES) protects consumers buying Solar PV, Solar Thermal and other 
energy efficient products from HIES Accredited Members.

All HIES Accredited Installers are continually vetted in many 
areas to ensure consumers are satisfied. All customers receive 
comprehensive protection throughout the buying, installation, after 
sales and guarantee experience.

Homeowners who use HIES Installers get FREE access to 
professional mediators, FREE independent inspectors, a FREE 
legally binding dispute resolution service via The Ombudsman 
Scheme and a Compensation Fund to honour Awards made by The 
Ombudsman.

HIES Members provide you, the customer, with all the protection 
and safeguards you need, ensuring you make the right choice when 
deciding where to place your order.

HIES is the ONLY scheme to give consumers this advanced level of 
protection and confidence.

The scheme’s ambassador is Nick Ross 
(ex BBC Watchdog and Crimewatch presenter).

Ensure your investment is safeguarded by using a HIES Member.

What is HIES?
Who is the Ombudsman & 
What does he do?

Backgroud Information on DGCOS

* NOTE: 

The scheme does not cover commercial contracts or supply only contracts where the customer has arranged their own 
fitting team for the installation.

Placing your order with a DGCOS member gives you:

Real consumer protection unmatched in the industry

To verify current membership please call: 

0844 324 9090 or visit www.dgcos.org.uk

With DGCOS you get accredited installers, independently backed 
guarantees (even if the firm refuses to help you or goes out of business), 
free access to industry inspectors, professional mediators and – if you’re 
still unsatisfied – a highly regarded Ombudsman who can settle your 
dispute with the power of the law behind him. 

There are lots of trade associations in the building and home improvement 
sectors, but DGCOS puts you first - and you don’t pay extra for the 
safeguard.

Nick Ross (former BBC Watchdog & Crimewatch presenter)

DGCOS Scheme covers these products*:

 Double Glazing   Conservatories   Orangeries

 Fascias    Soffits    Garden Rooms

 Roofline   Car Ports   Solar

 Patio’s    Garage Doors   Porches 

WHAT IS DGCOS?

The Double Glazing & Conservatory Ombudsman 
Scheme (DGCOS) protects consumers buying double 
glazing, conservatories, orangeries, roofline and 
associated products from DGCOS accredited members. 
DGCOS enables quality installers to offer consumers 
something extra and therefore differentiate themselves in 
the market place.

Homeowners who use DGCOS installers get FREE access 
to professional mediators, FREE independent inspectors, 
a FREE legally binding dispute resolution service via 
The Ombudsman Scheme and a Compensation Fund to 
honour awards made by The Ombudsman.

DGCOS is here to protect you - before, during and after 
you buy, but only when you use a DGCOS Accredited 
Installer.

DGCOS members provide you, the customer, with all the 
protection and safeguards you need to ensure you make 
the right choice when deciding where to place your 
order.

DGCOS is the ONLY comprehensive Ombudsman Scheme 
operating within the UK Double Glazing and Conservatory 
Sector and the ONLY scheme to give consumers this advanced 
level of protection and confidence.

WHO IS THE OMBUDSMAN & 
WHAT DOES HE DO?

The QA Ombudsman is Ronald Barham, LLM, PhD, 
FCIArb.; a freeman of the City of London and an 
experienced arbitrator. He has been a dispute resolution 
practitioner for most of his professional career and, for 
over 25 years, has also served as a member of tribunal 
judiciary and chairman of a statutory tribunal. Prior to 
his specialising in dispute resolution, he was in general 
practice as a chartered surveyor and consulting engineer 
[being, then, a Fellow of the Royal Institution of Chartered 
Surveyors, the Chartered Institute of Building and the 
Architects & Surveyors Institute].

The Ombudsman oversees the handling of complaints and 
disputes resulting from breaches of contract, professional 
negligence, misconduct or poor service by member firms. 
The Ombudsman services are free of charge to both the 
installer and consumer and are completely independent 
of the members that subscribe to the scheme.

Ronald Barham
The Ombudsman

• Access to fully vetted and regulated installers

• Deposits protected

• Stage payments protected

• Insurance Backed Guarantee for every customer

• Free mediation (for all parties)

• Free inspections (for all parties)

• Free arbitration (for all parties)

• Ombudsman decisions legally binding on both parties under Arbitration Act 1996

• Compensation Fund (protects all parties)

The Benefits to Consumers of Using a DGCOS Member:

Why I Strongly recommend using a DGCOS Member....
* NOTE:  The scheme does not cover commercial contracts or supply only contracts 
(for example where the customer has arranged their own fitting team for the installation).

Benefits to Consumers Using a HIES Member:

Why I Strongly recommend 
using a HIES Member....
With HIES you get accredited installers, independently backed guarantees (even 

if the firm refuses to help you or goes out of business), free access to industry 

inspectors, professional mediators and – if you’re unsatisfied – a highly 

regarded Ombudsman who can settle your dispute with the power of the 

law behind him. There are lots of confusing trade association logos in 

the building and home improvement sectors, but few offer complete 

consumer protection. HIES is the real deal. And you don’t pay extra 

for the safeguards.

Protect your 
Investment 

by using a HIES 
Installer

Consumer 
Protection
at its best!

Check 
You Are 

Protected!
I think it’s vitally important that 
consumers protect themselves.

Nick Ross 
(HIES Ambassador)

Follow these three simple steps:

1. Go to www.hiesscheme.org.uk/jobfinder

2. Enter your Surname

3. Enter your Postcode

OR Contact:

NOTE:

If you are not registered within 5 days of you  

placing your order please contact HIES to ensure  

you are registered and receive protection.

• 

Bathrooms 
Bedrooms 
CarPorts 
Cladding 
Conservatories 
Double Glazed Doors 
Double Glazed Windows 
 

Extensions 
Fascias 
Garage Conversions 
Garage Doors 
Kitchens 
Loft Conversions 

 

Roof & Wall Coatings 

Solar Systems 

Wooden Outbuildings 

DEPOSIT PROTECTION TERMS AND CONDITIONS 

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of 
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will 
be given in writing. 

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or 
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA 
“authorised” company or at their discretion may refund the deposit. The cost to You will be no greater than the 
outstanding balance (the outstanding balance is the difference between the original total contract price and the 
Deposit payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works 
carried out without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the 

Elite Insurance Company Limited - Authorised Signatory 

Underwriters: Elite Insurance Company Limited 

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business 

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

For further information or advice telephone IWA on 01604 604511 9-5pm Mon-Fri. or e-mail: sarah@iwa.biz
20 Billing Road, Northampton, NN1 5AW

Independent Warranty is Authorised and Regulated by the Financial Services Authority

1.

Deposit Protection for contracts upto £200,000
Underwritten by Elite Insurance Company Limited  

Bathrooms  
Bedrooms  
CarPorts  
Cladding
Conservatories  
Double Glazed Doors  
Double Glazed Windows  

Extensions
Fascias
Garage Conversions  
Garage Doors  
Kitchens
Loft Conversions  
Roofing

Roofline  
Roof & Wall Coatings  
Soffits
Solar Systems  
Water Purification Systems  
Wooden Outbuildings  

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and  
providing the terms and conditions set out below have been met, the deposit paid, is insured by this certificate up to a
Maximum of £50,000.

CUSTOMER NAME  ......................................................................... SUPPLIER'S NAME  ............................................................ .

DEPOSIT PAID £  ........................................... (MAX 25% or £50,000 whichever is the lesser) DATE PAID  ..................................... .

CONTRACT VALUE £  ........................................ (MAX £200,000)

DEPOSIT PROTECTION TERMS AND CONDITIONS  

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of  
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will
be given in writing.

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA
"authorised" company or at their discretion may refund the deposit. The cost to You will be no greater than the
outstanding balance (the outstanding balance is the difference between the original total contract price and the Deposit
payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works carried out
without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the certificate holder
will provide proof of payment, a copy of this certificate and a copy of the contract.

Signature Below is Confirmation of Cover:

Elite Insurance Company Limited - Authorised Signatory

Underwriters: Elite Insurance Company Limited  
Registered Office Address: 913 Europort, Europort Road, Gibraltar

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business  

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

Insurance
      company Itd

Certificate Number:

AZ/00/ 

AZ/12345678

Deposit Protection for contracts upto £200,000

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and 
providing the terms and conditions set out below have been met,
Maximum of £50,000. 

CUSTOMER NAME Mrs Susan Smith  SUPPLIER’S NAME Carter Glass

CONTRACT VALUE £160,000 (MAX £200,000) DEPOSIT PAID/CONTRACT SIGNED 6th December 2010

DEPOSIT PAID  £40,000   (MAX 25% or £50,000 whichever is the lesser) 

 

RICHARD CHRISTIE

CHIEF EXECUTIVE OFFICER

Home Insulation & Energy Systems

Quality Assured Contractors Scheme

Richard Christie

The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme. Registered in England No. 5860672

Centurion House, 129 Deansgate, Manchester, M3 3WR, T: 0845 053 8975, F: 0845 053 8972, E: info@dgcos.org.uk, W: www.dgcos.org.uk.

C u s t o m e r  R e g i s t r a t i o n

Mr Test
Address 1
Address 2
Town
County
Postcode
Installation Ref:- 00/000A

Installation Details

Type:-   Conservatory

Installer / Member Details

Company Name

Address of Installation:-

Address 1, Address2, Town, County, Postcode 

Registration Start Date:- 01 March 2010

Dear Mr Test

Your details are now registered with DGCOS.  This Certificate confirms that you are using a current member 

of The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme (DGCOS) for your 

installation. You now have protection under this scheme.

It also confirms that you have a mechanism in place which allows DGCOS to oversee any complaints about 

your order from the date you place your order, through the installation process AND for the whole period of 

the warranty/guarantee. This includes helping ensure any remedial or warranty work required during the 

period of guarantee is carried out to professional standards.

In the unlikely event of a dispute or complaint, you have the right to complain to DGCOS, who can then 

initially offer Conciliation and/ or Mediation (possibly including site inspections where deemed necessary by 

DGCOS Officers). Should this process not conclude the matter, you may refer the dispute directly to The 

Ombudsman for further investigation and possibly Arbitration.

The Ombudsman can investigate any breaches of professional standards, maladministration, inefficiency or 

undue delay, and order that the member honours its guarantees and remedial promises. A full set of 

procedural rules and information leaflets is available on request.

Insurance Backed Guarantee

On satisfactory completion of the above installation you will be sent a guarantee by the installer. This 

guarantee will be underwritten by the Independent Warranty Association in case the installer ceases to trade.

For more information about any of the above please call:

Tel: 0845-053-8975 or visit: www.dgcos.org.uk

• 

Bathrooms 
Bedrooms 
CarPorts 
Cladding 
Conservatories 
Double Glazed Doors 
Double Glazed Windows 
 

Extensions 
Fascias 
Garage Conversions 
Garage Doors 
Kitchens 
Loft Conversions 

 

Roof & Wall Coatings 

Solar Systems 

Wooden Outbuildings 

DEPOSIT PROTECTION TERMS AND CONDITIONS 

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of 
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will 
be given in writing. 

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or 
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA 
“authorised” company or at their discretion may refund the deposit. The cost to You will be no greater than the 
outstanding balance (the outstanding balance is the difference between the original total contract price and the 
Deposit payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works 
carried out without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the 

Elite Insurance Company Limited - Authorised Signatory 

Underwriters: Elite Insurance Company Limited 

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business 

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

For further information or advice telephone IWA on 01604 604511 9-5pm Mon-Fri. or e-mail: sarah@iwa.biz
20 Billing Road, Northampton, NN1 5AW

Independent Warranty is Authorised and Regulated by the Financial Services Authority

1.

Deposit Protection for contracts upto £200,000
Underwritten by Elite Insurance Company Limited  

Bathrooms  
Bedrooms  
CarPorts  
Cladding
Conservatories  
Double Glazed Doors  
Double Glazed Windows  

Extensions
Fascias
Garage Conversions  
Garage Doors  
Kitchens
Loft Conversions  
Roofing

Roofline  
Roof & Wall Coatings  
Soffits
Solar Systems  
Water Purification Systems  
Wooden Outbuildings  

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and  
providing the terms and conditions set out below have been met, the deposit paid, is insured by this certificate up to a
Maximum of £50,000.

CUSTOMER NAME  ......................................................................... SUPPLIER'S NAME  ............................................................ .

DEPOSIT PAID £  ........................................... (MAX 25% or £50,000 whichever is the lesser) DATE PAID  ..................................... .

CONTRACT VALUE £  ........................................ (MAX £200,000)

DEPOSIT PROTECTION TERMS AND CONDITIONS  

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of  
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will
be given in writing.

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA
"authorised" company or at their discretion may refund the deposit. The cost to You will be no greater than the
outstanding balance (the outstanding balance is the difference between the original total contract price and the Deposit
payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works carried out
without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the certificate holder
will provide proof of payment, a copy of this certificate and a copy of the contract.

Signature Below is Confirmation of Cover:

Elite Insurance Company Limited - Authorised Signatory

Underwriters: Elite Insurance Company Limited  
Registered Office Address: 913 Europort, Europort Road, Gibraltar

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business  

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

Insurance
      company Itd

Certificate Number:

AZ/00/ 

AZ/12345678

Deposit Protection for contracts upto £200,000

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and 
providing the terms and conditions set out below have been met,
Maximum of £50,000. 

CUSTOMER NAME Mrs Susan Smith  SUPPLIER’S NAME Carter Glass

CONTRACT VALUE £160,000 (MAX £200,000) DEPOSIT PAID/CONTRACT SIGNED 6th December 2010

DEPOSIT PAID  £40,000   (MAX 25% or £50,000 whichever is the lesser) 

 

RICHARD CHRISTIE

CHIEF EXECUTIVE OFFICER

Home Insulation & Energy Systems

Quality Assured Contractors Scheme

Richard Christie

The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme. Registered in England No. 5860672

Centurion House, 129 Deansgate, Manchester, M3 3WR, T: 0845 053 8975, F: 0845 053 8972, E: info@dgcos.org.uk, W: www.dgcos.org.uk.

C u s t o m e r  R e g i s t r a t i o n

Mr Test
Address 1
Address 2
Town
County
Postcode
Installation Ref:- 00/000A

Installation Details

Type:-   Conservatory

Installer / Member Details

Company Name

Address of Installation:-

Address 1, Address2, Town, County, Postcode 

Registration Start Date:- 01 March 2010

Dear Mr Test

Your details are now registered with DGCOS.  This Certificate confirms that you are using a current member 

of The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme (DGCOS) for your 

installation. You now have protection under this scheme.

It also confirms that you have a mechanism in place which allows DGCOS to oversee any complaints about 

your order from the date you place your order, through the installation process AND for the whole period of 

the warranty/guarantee. This includes helping ensure any remedial or warranty work required during the 

period of guarantee is carried out to professional standards.

In the unlikely event of a dispute or complaint, you have the right to complain to DGCOS, who can then 

initially offer Conciliation and/ or Mediation (possibly including site inspections where deemed necessary by 

DGCOS Officers). Should this process not conclude the matter, you may refer the dispute directly to The 

Ombudsman for further investigation and possibly Arbitration.

The Ombudsman can investigate any breaches of professional standards, maladministration, inefficiency or 

undue delay, and order that the member honours its guarantees and remedial promises. A full set of 

procedural rules and information leaflets is available on request.

Insurance Backed Guarantee

On satisfactory completion of the above installation you will be sent a guarantee by the installer. This 

guarantee will be underwritten by the Independent Warranty Association in case the installer ceases to trade.

For more information about any of the above please call:

Tel: 0845-053-8975 or visit: www.dgcos.org.uk

Once you have signed a contract with a HIES member, 

the installer should register your details online with 

HIES. 

HIES will then post to you:-

  Customer Registration Certificate

  Documents protecting your deposit

  Documents protecting your guarantee

  Customer Survey & pre-paid envelope

 (to ensure we police quality and customer feedback)

If you don’t receive your documentation 
within 5 working days then call:-

0800 505 3412
(freephone)

To verify your installer is currently a member please call: 

0800 505 3412  or visit  www.hiesscheme.org.uk

What You Will Receive When Placing 

an order with a HIES Member? Check You Are 
Registered with HIES!

unmatched in the
Real consumer protection

industry

Ronald Barham

Nick Ross 
(Former BBC Watchdog and Crimewatch presenter).

• 

Bathrooms 
Bedrooms 
CarPorts 
Cladding 
Conservatories 
Double Glazed Doors 
Double Glazed Windows 
 

Extensions 
Fascias 
Garage Conversions 
Garage Doors 
Kitchens 
Loft Conversions 

 

Roof & Wall Coatings 

Solar Systems 

Wooden Outbuildings 

DEPOSIT PROTECTION TERMS AND CONDITIONS 

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of 
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will 
be given in writing. 

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or 
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA 
“authorised” company or at their discretion may refund the deposit. The cost to You will be no greater than the 
outstanding balance (the outstanding balance is the difference between the original total contract price and the 
Deposit payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works 
carried out without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the 

Elite Insurance Company Limited - Authorised Signatory 

Underwriters: Elite Insurance Company Limited 

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business 

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

For further information or advice telephone IWA on 01604 604511 9-5pm Mon-Fri. or e-mail: sarah@iwa.biz
20 Billing Road, Northampton, NN1 5AW

Independent Warranty is Authorised and Regulated by the Financial Services Authority

1.

Deposit Protection for contracts upto £200,000
Underwritten by Elite Insurance Company Limited  

Bathrooms  
Bedrooms  
CarPorts  
Cladding
Conservatories  
Double Glazed Doors  
Double Glazed Windows  

Extensions
Fascias
Garage Conversions  
Garage Doors  
Kitchens
Loft Conversions  
Roofing

Roofline  
Roof & Wall Coatings  
Soffits
Solar Systems  
Water Purification Systems  
Wooden Outbuildings  

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and  
providing the terms and conditions set out below have been met, the deposit paid, is insured by this certificate up to a
Maximum of £50,000.

CUSTOMER NAME  ......................................................................... SUPPLIER'S NAME  ............................................................ .

DEPOSIT PAID £  ........................................... (MAX 25% or £50,000 whichever is the lesser) DATE PAID  ..................................... .

CONTRACT VALUE £  ........................................ (MAX £200,000)

DEPOSIT PROTECTION TERMS AND CONDITIONS  

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of  
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will
be given in writing.

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA
"authorised" company or at their discretion may refund the deposit. The cost to You will be no greater than the
outstanding balance (the outstanding balance is the difference between the original total contract price and the Deposit
payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works carried out
without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the certificate holder
will provide proof of payment, a copy of this certificate and a copy of the contract.

Signature Below is Confirmation of Cover:

Elite Insurance Company Limited - Authorised Signatory

Underwriters: Elite Insurance Company Limited  
Registered Office Address: 913 Europort, Europort Road, Gibraltar

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business  

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

Insurance
      company Itd

Certificate Number:

AZ/00/ 

AZ/12345678

Deposit Protection for contracts upto £200,000

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and 
providing the terms and conditions set out below have been met,
Maximum of £50,000. 

CUSTOMER NAME Mrs Susan Smith  SUPPLIER’S NAME Carter Glass

CONTRACT VALUE £160,000 (MAX £200,000) DEPOSIT PAID/CONTRACT SIGNED 6th December 2010

DEPOSIT PAID  £40,000   (MAX 25% or £50,000 whichever is the lesser) 

 

RICHARD CHRISTIE

CHIEF EXECUTIVE OFFICER

Home Insulation & Energy Systems

Quality Assured Contractors Scheme

Richard Christie

The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme. Registered in England No. 5860672

Centurion House, 129 Deansgate, Manchester, M3 3WR, T: 0845 053 8975, F: 0845 053 8972, E: info@dgcos.org.uk, W: www.dgcos.org.uk.

C u s t o m e r  R e g i s t r a t i o n

Mr Test
Address 1
Address 2
Town
County
Postcode
Installation Ref:- 00/000A

Installation Details

Type:-   Conservatory

Installer / Member Details

Company Name

Address of Installation:-

Address 1, Address2, Town, County, Postcode 

Registration Start Date:- 01 March 2010

Dear Mr Test

Your details are now registered with DGCOS.  This Certificate confirms that you are using a current member 

of The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme (DGCOS) for your 

installation. You now have protection under this scheme.

It also confirms that you have a mechanism in place which allows DGCOS to oversee any complaints about 

your order from the date you place your order, through the installation process AND for the whole period of 

the warranty/guarantee. This includes helping ensure any remedial or warranty work required during the 

period of guarantee is carried out to professional standards.

In the unlikely event of a dispute or complaint, you have the right to complain to DGCOS, who can then 

initially offer Conciliation and/ or Mediation (possibly including site inspections where deemed necessary by 

DGCOS Officers). Should this process not conclude the matter, you may refer the dispute directly to The 

Ombudsman for further investigation and possibly Arbitration.

The Ombudsman can investigate any breaches of professional standards, maladministration, inefficiency or 

undue delay, and order that the member honours its guarantees and remedial promises. A full set of 

procedural rules and information leaflets is available on request.

Insurance Backed Guarantee

On satisfactory completion of the above installation you will be sent a guarantee by the installer. This 

guarantee will be underwritten by the Independent Warranty Association in case the installer ceases to trade.

For more information about any of the above please call:

Tel: 0845-053-8975 or visit: www.dgcos.org.uk

(freephone)

HIES Scheme covers:*

 Solar PV

 Solar Thermal

 Cavity Wall Insulation

 Loft Insulation

Free Advice Line: 0800 505 3412

Free Deposit Protection

Free Stage Payment Protection

Free Insurance Backed Guarantee (for every customer)

Free Mediation (to help fully resolve any disputes)

Free Independent Inspections (providing a thorough defect analysis report)

Free Arbitration (to provide a legally binding, enforceable resolution)

Free access to Ombudsman (to conclude disputes without incurring legal fees or costs)

Free access to Compensation Fund (to honour all Ombudsman Awards)

All members installing ‘FITs’ generated products will be MCS & REAL registered

0800 505 3412
(freephone)

OR

info@hiesscheme.org.uk

HIES Scheme Support ServicesFreepost Licence No NWW6553West One
114 Wellington Street
Leeds
West Yorkshire
LS1 1BA

BUSINESS REPLY SERVICELicence No. NWW6553

Why you should always use a HIES
member

  Solar PV
  Solar Thermal Cavity Wall & Loft Insulation All Types of Boilers

How HIES 
will help 

Installers:
Consumer Brochure

Pop‑up Display (6ft 6in)

Membership Certificate

Membership Plaque

A6 Dropcard

HIES ‘Consumer Friendly’ 
Scheme Rules & CoP

HIES Consumer 
Advice Pack

The most comprehensive consumer & installer protection in the industry

Why I Strongly recommend 
joining HIES....
Membership is as good for the installers as it is for customers. 

Installers who gain accreditation boost their own edge in the 

marketplace and get the same protection as their clients. 

And, by guaranteeing first‑class safeguards all round, HIES 

helps build a fine reputation for the industry.

Nick Ross 
(Former BBC Watchdog and Crimewatch presenter).

INTRODUCTION

This Advice Pack is designed to help you make 

an informed choice when considering having 

eco, renewable energy or home insulation 

products installed in your home.

It’s packed with information to assist you such 

as how HIES members should deal with you, 

the behaviour of sales representatives, how 

quotes and contracts should be presented 

to you, information on how to independently 

calculate savings you could make from having 

certain products installed in your property 

and many places where you can get further 

information on government incentives.

Should you need any further help or advice 

please ask your HIES Member or visit the many 

links highlighted within this consumer pack.

Consumer Advice Pack Table of Contents
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WHAT IS HIES?

THE  TRADING STANDARDS 
CONSUMER CODE APPROVAL 

SCHEME (CCAS)

WHAT PRODUCTS  
DO HIES COVER?

PERFORMANCE AND PAYBACK

INCENTIVES/FINANCIAL HELP

WHAT PRODUCTS ARE 
APPROPRIATE FOR  

DIFFERENT PROPERTY TYPES?

AFFORDABILITY AND FINANCE

VULNERABLE CUSTOMERS

AFFORDABILITY TEST

CANCELLATION RIGHTS

OTHER GOVERNMENT 
INCENTIVES

FURTHER INFORMATION  
AND ADVICE

 
 

 

 
 
 
 

 

“ If you are installing 
renewable energy products 
I strongly advise you use a 

member of HIES.”
Nick Ross

Former BBC Watchdog & Crimewatch Presenter

PAGE

ThE ChARTERED TRADing STAnDARDS inSTiTuTE (CTSi) 
ConSumER CoDE AppRovAl SChEmE (CCAS)

HIES believes very strongly in Consumer Protection. We ensure that consumers are dealt with 
professionally, courteously and sympathetically. Any products installed by HIES Members must 
be fit for purpose, installed professionally and come with comprehensive guarantees which are 
underwritten with specialist insurance providing consumers with a high level of protection and 
peace of mind.

HIES also believes that consumers should have free access to robust dispute resolution and 
therefore provide consumers with free mediation, free independent inspection and free access 
to The Ombudsman to help resolve any issue that may arise.

To that end, The HIES Scheme Rules & Code Of Practice is a stringent set of Rules and a  ‘Modus 
Operandi’ that members must adhere to at all times in their dealings with consumers, our Code 
has been approved by The Chartered Trading Standards Institute Consumer Code Approval 
Scheme (CCAS).

For further information on CCAS please see:

www.tradingstandards.uk/advice/ConsumerCodes.cfm

3
HIES Scheme Rules 
& Code of Practice

Table of Contents

What Is HIES?

What Products Do HIES Cover?

HIES Accreditation Procedure And Annual Vetting

Clear And Truthful Marketing

Clear And Accessible Information

Terms And Conditions

Product Performance - Estimates And Payback

Dealing With Consumers

Delivery And Completion

Cancellation Rights

Guarantees And Insurance Protection

Vulnerable Customers

Complaint Handling

Dispute Resolution

Monitoring Of Scheme Rules And Code Of Practice

The Non-Compliance Panel
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Why I Strongly recommend 
using a HIES Member....

With HIES you get accredited installers, independently backed guarantees (even if 

the firm refuses to help you or goes out of business), free access to industry 

inspectors, professional mediators and – if you’re unsatisfied – a highly 

regarded Ombudsman who can settle your dispute with the power 

of the law behind him. There are lots of trade associations in the 

building and home improvement sectors, but HIES puts you 

first - and you don’t pay extra for the safeguard.

Nick Ross 
(HIES spokesman & former BBC Watchdog presenter).

Consumer Advice Pack

Tel: 0344 324 5242www.hiesscheme.org.uk 
Published By: The Home Insulation & Energy Systems  

Quality Assured Contractors SchemePublication Date:20th August 2015 (V4)

Tel: 0344 324 5242

www.hiesscheme.org.uk

V5 - 27.08.2015

Scheme Rules & 

Code of Practice
For Consumers

For a free copy of the full Scheme Rules and 

Code of Practice, contact:

Abbreviated:

Vehicle Sign

HIES has appointed Ombudsman Services to investigate 
and resolve any disputes between HIES members and their 
customers that may not have been resolved at an earlier stage.

Ombudsman Services is the UK’s leading independent 
multisector ombudsman and is approved by the appropriate 
regulatory bodies to provide redress schemes. Ombudsman 
Services provides independent dispute resolution and runs 
national, private sector ombudsman schemes including the 
communications, energy, property, copyright licensing sectors 
and the Green Deal. Ombudsman Services currently employ 
more than 500 people at its Head Office based in Warrington.

Ombudsman Services:

O Provide an independent, impartial 
and completely free service to 
consumers to help resolve disputes 
between HIES members and 
consumers who are interacting with 
them.

O Resolves disputes without the need 
to go to court and the service is 
entirely free of charge to consumers.

O Is independent of members & 
consumers and will make a decision 
believed to be just and fair in the 
circumstances.

O Can make financial awards for loss, 
distress, inconvenience or breach of 
contract (the maximum amount of 
compensation that can be awarded 
is £100,000) which HIES will enforce.

To contact Ombudsman Services Tel: 0330 440 1634

Lewis Shand Smith,
Chief Ombudsman

• 

Bathrooms 
Bedrooms 
CarPorts 
Cladding 
Conservatories 
Double Glazed Doors 
Double Glazed Windows 
 

Extensions 
Fascias 
Garage Conversions 
Garage Doors 
Kitchens 
Loft Conversions 

 

Roof & Wall Coatings 

Solar Systems 

Wooden Outbuildings 

DEPOSIT PROTECTION TERMS AND CONDITIONS 

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of 
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will 
be given in writing. 

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or 
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA 
“authorised” company or at their discretion may refund the deposit. The cost to You will be no greater than the 
outstanding balance (the outstanding balance is the difference between the original total contract price and the 
Deposit payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works 
carried out without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the 

Elite Insurance Company Limited - Authorised Signatory 

Underwriters: Elite Insurance Company Limited 

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business 

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

For further information or advice telephone IWA on 01604 604511 9-5pm Mon-Fri. or e-mail: sarah@iwa.biz
20 Billing Road, Northampton, NN1 5AW

Independent Warranty is Authorised and Regulated by the Financial Services Authority

1.

Deposit Protection for contracts upto £200,000
Underwritten by Elite Insurance Company Limited  

Bathrooms  
Bedrooms  
CarPorts  
Cladding
Conservatories  
Double Glazed Doors  
Double Glazed Windows  

Extensions
Fascias
Garage Conversions  
Garage Doors  
Kitchens
Loft Conversions  
Roofing

Roofline  
Roof & Wall Coatings  
Soffits
Solar Systems  
Water Purification Systems  
Wooden Outbuildings  

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and  
providing the terms and conditions set out below have been met, the deposit paid, is insured by this certificate up to a
Maximum of £50,000.

CUSTOMER NAME  ......................................................................... SUPPLIER'S NAME  ............................................................ .

DEPOSIT PAID £  ........................................... (MAX 25% or £50,000 whichever is the lesser) DATE PAID  ..................................... .

CONTRACT VALUE £  ........................................ (MAX £200,000)

DEPOSIT PROTECTION TERMS AND CONDITIONS  

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of  
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will
be given in writing.

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA
"authorised" company or at their discretion may refund the deposit. The cost to You will be no greater than the
outstanding balance (the outstanding balance is the difference between the original total contract price and the Deposit
payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works carried out
without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the certificate holder
will provide proof of payment, a copy of this certificate and a copy of the contract.

Signature Below is Confirmation of Cover:

Elite Insurance Company Limited - Authorised Signatory

Underwriters: Elite Insurance Company Limited  
Registered Office Address: 913 Europort, Europort Road, Gibraltar

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business  

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

Insurance
      company Itd

Certificate Number:

AZ/00/ 

AZ/12345678

Deposit Protection for contracts upto £200,000

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and 
providing the terms and conditions set out below have been met,
Maximum of £50,000. 

CUSTOMER NAME Mrs Susan Smith  SUPPLIER’S NAME Carter Glass

CONTRACT VALUE £160,000 (MAX £200,000) DEPOSIT PAID/CONTRACT SIGNED 6th December 2010

DEPOSIT PAID  £40,000   (MAX 25% or £50,000 whichever is the lesser) 

 

RICHARD CHRISTIE

CHIEF EXECUTIVE OFFICER

Home Insulation & Energy Systems

Quality Assured Contractors Scheme

Richard Christie

The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme. Registered in England No. 5860672

Centurion House, 129 Deansgate, Manchester, M3 3WR, T: 0845 053 8975, F: 0845 053 8972, E: info@dgcos.org.uk, W: www.dgcos.org.uk.

C u s t o m e r  R e g i s t r a t i o n

Mr Test
Address 1
Address 2
Town
County
Postcode
Installation Ref:- 00/000A

Installation Details

Type:-   Conservatory

Installer / Member Details

Company Name

Address of Installation:-

Address 1, Address2, Town, County, Postcode 

Registration Start Date:- 01 March 2010

Dear Mr Test

Your details are now registered with DGCOS.  This Certificate confirms that you are using a current member 

of The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme (DGCOS) for your 

installation. You now have protection under this scheme.

It also confirms that you have a mechanism in place which allows DGCOS to oversee any complaints about 

your order from the date you place your order, through the installation process AND for the whole period of 

the warranty/guarantee. This includes helping ensure any remedial or warranty work required during the 

period of guarantee is carried out to professional standards.

In the unlikely event of a dispute or complaint, you have the right to complain to DGCOS, who can then 

initially offer Conciliation and/ or Mediation (possibly including site inspections where deemed necessary by 

DGCOS Officers). Should this process not conclude the matter, you may refer the dispute directly to The 

Ombudsman for further investigation and possibly Arbitration.

The Ombudsman can investigate any breaches of professional standards, maladministration, inefficiency or 

undue delay, and order that the member honours its guarantees and remedial promises. A full set of 

procedural rules and information leaflets is available on request.

Insurance Backed Guarantee

On satisfactory completion of the above installation you will be sent a guarantee by the installer. This 

guarantee will be underwritten by the Independent Warranty Association in case the installer ceases to trade.

For more information about any of the above please call:

Tel: 0845-053-8975 or visit: www.dgcos.org.uk

• 

Bathrooms 
Bedrooms 
CarPorts 
Cladding 
Conservatories 
Double Glazed Doors 
Double Glazed Windows 
 

Extensions 
Fascias 
Garage Conversions 
Garage Doors 
Kitchens 
Loft Conversions 

 

Roof & Wall Coatings 

Solar Systems 

Wooden Outbuildings 

DEPOSIT PROTECTION TERMS AND CONDITIONS 

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of 
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will 
be given in writing. 

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or 
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA 
“authorised” company or at their discretion may refund the deposit. The cost to You will be no greater than the 
outstanding balance (the outstanding balance is the difference between the original total contract price and the 
Deposit payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works 
carried out without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the 

Elite Insurance Company Limited - Authorised Signatory 

Underwriters: Elite Insurance Company Limited 

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business 

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

For further information or advice telephone IWA on 01604 604511 9-5pm Mon-Fri. or e-mail: sarah@iwa.biz
20 Billing Road, Northampton, NN1 5AW

Independent Warranty is Authorised and Regulated by the Financial Services Authority

1.

Deposit Protection for contracts upto £200,000
Underwritten by Elite Insurance Company Limited  

Bathrooms  
Bedrooms  
CarPorts  
Cladding
Conservatories  
Double Glazed Doors  
Double Glazed Windows  

Extensions
Fascias
Garage Conversions  
Garage Doors  
Kitchens
Loft Conversions  
Roofing

Roofline  
Roof & Wall Coatings  
Soffits
Solar Systems  
Water Purification Systems  
Wooden Outbuildings  

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and  
providing the terms and conditions set out below have been met, the deposit paid, is insured by this certificate up to a
Maximum of £50,000.

CUSTOMER NAME  ......................................................................... SUPPLIER'S NAME  ............................................................ .

DEPOSIT PAID £  ........................................... (MAX 25% or £50,000 whichever is the lesser) DATE PAID  ..................................... .

CONTRACT VALUE £  ........................................ (MAX £200,000)

DEPOSIT PROTECTION TERMS AND CONDITIONS  

The Deposit Protection Cover period shall expire 90 days after the date of payment of the deposit or upon completion of  
the contract whichever is the earlier. The period may be extended by written request to IWA, any extension granted will
be given in writing.

In the event of the supplier ceasing to trade prior to the completion of the contract, and within the 90 day period (or
longer if extension has been granted in writing) the Insurers will arrange for the completion of the contract by an IWA
"authorised" company or at their discretion may refund the deposit. The cost to You will be no greater than the
outstanding balance (the outstanding balance is the difference between the original total contract price and the Deposit
payment upto a maximum of 25% of the contract value).No liability will be accepted by Insurers for any works carried out
without written authorisation from IWA. In the event of a claim under this Deposit Protection cover the certificate holder
will provide proof of payment, a copy of this certificate and a copy of the contract.

Signature Below is Confirmation of Cover:

Elite Insurance Company Limited - Authorised Signatory

Underwriters: Elite Insurance Company Limited  
Registered Office Address: 913 Europort, Europort Road, Gibraltar

Elite Insurance Company Limited is registered in Gibraltar No. 91111
Licensed by the Commissioner of Insurance under The Insurance Companies Act 1987 to Carry On Insurance Business  

Authorised by the Financial Services Authority under their passporting arrangements. Authorised number 446926.

Insurance
      company Itd

Certificate Number:

AZ/00/ 

AZ/12345678

Deposit Protection for contracts upto £200,000

This is to certify that providing the deposit is paid (max £50,000 or 25% of contract value whichever is the lesser) and 
providing the terms and conditions set out below have been met,
Maximum of £50,000. 

CUSTOMER NAME Mrs Susan Smith  SUPPLIER’S NAME Carter Glass

CONTRACT VALUE £160,000 (MAX £200,000) DEPOSIT PAID/CONTRACT SIGNED 6th December 2010

DEPOSIT PAID  £40,000   (MAX 25% or £50,000 whichever is the lesser) 

 

RICHARD CHRISTIE

CHIEF EXECUTIVE OFFICER

Home Insulation & Energy Systems

Quality Assured Contractors Scheme

Richard Christie

The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme. Registered in England No. 5860672

Centurion House, 129 Deansgate, Manchester, M3 3WR, T: 0845 053 8975, F: 0845 053 8972, E: info@dgcos.org.uk, W: www.dgcos.org.uk.

C u s t o m e r  R e g i s t r a t i o n

Mr Test
Address 1
Address 2
Town
County
Postcode
Installation Ref:- 00/000A

Installation Details

Type:-   Conservatory

Installer / Member Details

Company Name

Address of Installation:-

Address 1, Address2, Town, County, Postcode 

Registration Start Date:- 01 March 2010

Dear Mr Test

Your details are now registered with DGCOS.  This Certificate confirms that you are using a current member 

of The Double Glazing & Conservatory Quality Assurance Ombudsman Scheme (DGCOS) for your 

installation. You now have protection under this scheme.

It also confirms that you have a mechanism in place which allows DGCOS to oversee any complaints about 

your order from the date you place your order, through the installation process AND for the whole period of 

the warranty/guarantee. This includes helping ensure any remedial or warranty work required during the 

period of guarantee is carried out to professional standards.

In the unlikely event of a dispute or complaint, you have the right to complain to DGCOS, who can then 

initially offer Conciliation and/ or Mediation (possibly including site inspections where deemed necessary by 

DGCOS Officers). Should this process not conclude the matter, you may refer the dispute directly to The 

Ombudsman for further investigation and possibly Arbitration.

The Ombudsman can investigate any breaches of professional standards, maladministration, inefficiency or 

undue delay, and order that the member honours its guarantees and remedial promises. A full set of 

procedural rules and information leaflets is available on request.

Insurance Backed Guarantee

On satisfactory completion of the above installation you will be sent a guarantee by the installer. This 

guarantee will be underwritten by the Independent Warranty Association in case the installer ceases to trade.

For more information about any of the above please call:

Tel: 0845-053-8975 or visit: www.dgcos.org.uk

HIES Scheme Support ServicesFreepost Licence No NWW6553West One
114 Wellington Street
Leeds
West Yorkshire
LS1 1BA

BUSINESS REPLY SERVICELicence No. NWW6553


