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Code of Practice 
 

 
 

Scheme members must act with professional integrity at all times. 
 
 
 

Code Provisions 
 

A1 Members shall not bring HIES or this Code of Practice into disrepute. 
 

A1.1 The Directors, Senior Managers, Shareholders, Owners, Partners and other persons 
exercising significant controlling functions of the member shall be fit and proper 
persons for discharging their responsibilities under this Code of Practice. 

 

A1.2 The customer-facing workers must be adequately trained for dealing with consumers  
 and act in accordance with their training at all times. 

 
A1.3 Members are directly responsible for the behaviour and conduct of all of their workers 

and any subcontractors used. Members shall ensure that HIES, any customer and any 
administrator of HIES is not brought into disrepute by the member. 

 

A2 
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A3.1 Members are not necessarily required to disclose status, positions or qualifications, but if 
they provide any statement, indication or claim in relation to the status, position and 
qualifications of theirs or any partner, director, worker or person representing them, they 
must do so in a clear, transparent and truthful manner. Members must be able to 
substantiate qualifications if requested to do so. 

 

A4 Members must be adequately insured to cover their activities. 
 

A4.1 As a 
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A7  Members must, where legally required, obtain and maintain 
authorisation from the Information Commissioners Office to process 
personal data.  

 
A7.1  Members will obtain personal data on individuals and in using that data must comply with 

the Data Protection Laws.  
 
A7.2 Members will notify customers of the passing of data to the scheme and the ways in which 

the scheme will use it.
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B3 Members must disclose who they are in direct marketing calls, e-mails 
and campaigns and act responsibly. 

 
B3.1 Members must only make direct marketing calls at reasonable times of the day and must 

never make such calls between 9pm and 9am. Members must conform to any Ofcom 
requirements in the making of marketing calls. 

 
B3.2 Members must state near to the beginning of a call, who they are and the purpose of their   

call. 
 

B3.3 Members must provide a facility with any direct marketing for the recipient to unsubscribe 
from receiving further communications from the member. 

 

B4 Members must not engage in high pressure selling techniques. 
 

B4.1 In addition to other examples of high pressure selling techniques, members must not: 
 

a. Repeatedly visit or contact a consumer to an excessive extent (harassment) 
b. Claim that a salesperson or the company will be in financial difficulty or may lose their 

job if they do not make the sale 
c. State any inflated prices for goods or services, then offering a sizable discount for 

immediate agreement (drop closing) – See also B4.2 – B4.3 below 
d. Befriend vulnerable consumers in order to sell them goods or services at a later date 
e. Frighten consumers into buying goods or services by telling them that they are at risk if 

they do not buy the goods or services, when they are not 
 

B4.2 Any special offers, incentives, perks or inducements offered to consumers must be 
honoured, must not be excessive and made available to the consumer for a minimum of 
seven days following the offer being made. Special offers, incentives, perks or inducements 
offered to consumers in exchange for signing the contract on the day are not permitted. 

 
B4.3 Special offers including gifts and promotions must clearly state the full terms and 

conditions including start and end date, instructions on how to participate, and any other 
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D3 Members must take action to safeguard children and vulnerable adults 
when their workers are in a consumer’s home. 

 

D3.1 Members’ workers should not be alone with children and vulnerable adults in the home. 
 

D3.2 During installations, members must take action to protect the 
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Code of Practice 
 

 

Scheme members must provide clear and accessible information 
at all stages of the work they carry out. 

 
 

 

 

Code Provisions 
 

E1 Members must provide clear and accessible pre-contractual 
information to enable the consumer to make an informed purchasing 
decision. 

 
E1.1  The information provided to the consumer in advance of a purchasing decision, must 

include as a minimum: 
 

a. information about the main characteristics of the product(s) 
b. the member’s legal identity, registered number and address 
c. details of any other trader on whose behalf the member is acting or to whom the 

member intends to subcontract work (if this is known at the 
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E2 Members supplying goods or services on credit agreements must 
comply with all documentary requirements of the FCA Sourcebook on 
Consumer Credit. 

 

E3 Members must provide a clear installation plan, which must make 
allowance for the requirements and limitations of the consumer. 

 

E3.1 The installation plan will assist in discharging the member’s responsibilities under the  
Construction, 
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http://www.hiesscheme.org.uk/
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F2 Members must be clear with consumers about the consequences of 
exercising a right to change their mind at different stages of the 
installation process. 

 

F2.1 For any installations other than goods that are specifically made to the consumers’ 
specification in advance of delivery or are ordered in a showroom or at the members’ 
premises (which are limited to the seven-day cancellation period), the consequences of 
cancellation should be explained as follows:If no work has commenced, the consumer is 
entitled to change their mind and receive a full refund of any deposit paid. 

 
a. If preparatory work (such as a survey or application for planning permission as examples) has 

taken place, the consumer is entitled to change their mind, but the member may levy a fee 
provided it is a reasonable reflection of the value of the work that has been carried out and 
they notified the consumer of what this fee would be in the original contract and the 
consumer gave them permission to go ahead with the preparatory work. 

 

b. If installation has commenced or been completed, the consumer is entitled to change their 
mind but the member may levy a fee for the work done so far and the reduced value of the 
goods supplied. If the work has been completed, this could mean that the consumer would 
have to pay a significant proportion of the agreed price. 

 
F2.2 In the event of a contract cancellation, the member may not include lead generation fees or 

sales commissions in the calculation of any fees for the work done on the contract so far. 

F3 Where a consumer exercises their right to change their mind, members 

must remove their goods from the property and leave it secure, safe 

and watertight. 

F3.1 Members are under no obligation to refit old goods back to the property and it may be 

impossible for them to do so. However, members must ensure that the property is reasonably 

secure from intruders and is left in a safe condition. Any electricity cables, gas or water pipes 

should be capped off and the property should be reasonably watertight. 

F3.2 Any remaining materials, sheeting, rubble or waste must be safely removed from the 

property. Any scaffolding must be safely removed and dismantled. 

F3.3 Consumers should be informed that cancellation of contracts post installation, whilst 

permitted by law, will result in loss of amenity, significant cost and may not be a practical 

option. 

F3.4 Where a ‘goods and service’ contract is made, a member should always get written 

permission from the consumer for the service to start within the cancellation period. In this 

instance, where consumers exercise their right to cancel the member can request a 

reasonable amount for the supply of the service and goods already provided. 

F4 The balance of any deposits or refunds due to the consumer must be 

provided within 14 days and any linked agreements, such as credit 

agreements, must be cancelled provided suitable means to meet any 

fees payable have been secured. 
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Code Provisions 

Code of Practice 
 

 
Scheme members must professionally and competently deliver 

and install products.

 

G1 Members must exercise reasonable care and skill when installing 
products. 

 

G1.1 
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G4 Members using sub-contractors are directly responsible for the 
standard and quality of the sub-contractors work as though they were 
direct employees of the member. 

 

G4.1  Where the member requires a specific certification in order to complete an installation, 
then any subcontractor must have the equivalent certification. 

 

G5 Members must ensure that any waste generated during the installation 
is stored safely and removed from the site in accordance with the terms 
of the contract. 

 

G5.1 If no mention of waste handling is made in the contract, it is presumed that the member is 
responsible for the removal and disposal of all waste generated from the installation. 

 
G5.2 Waste must 
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H3 Members must pass on any manufacturers guarantee applicable to the 
product and, where no such guarantee exists or is inadequate, must 
provide a Product Guarantee, which must provide for a minimum of 
two years cover. 

 

H3.1 Where a manufacturer’s guarantee is provided, it is in addition to a consumer’s statutory 
rights the consumer may have with the member under Consumer Rights Act 2015 which is to 
ensure that the product supplied is fit for purpose, as described and is of satisfactory quality. 

 

H3.2 Members should provide detailed information regarding any extended guarantees and the 
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Code of Practice 
 

 

Scheme members must identify consumers with additional needs and 
provide appropriate support. 

 
 
 

Code Provisions 
 

I1 Members must attempt to identify any consumers with additional 
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I2.2 Under the Equality Act 2010 it is illegal to discriminate. It is important that the member’s 
representatives try to accommodate the needs of a vulnerable consumer and do not simply 
refuse to deal with them. 

 

I2.3 This means that when a member identifies that a consumer has a disability or vulnerability   
they must make reasonable adjustments to accommodate them by proactively suggesting 
solutions that will help consumers make informed choices and taking steps to ensure they 
fully understand key documents including the quotation, contract and guarantee. 

 

I3 Members must have an adequate policy to ensure that information can 
be provided in an alternative format for customers with additional 
needs where necessary, e.g. other languages, larg
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Code of Practice 
 

 

Scheme members must recognise the value of effective complaint- 
handling systems. 

 
 
 

 
Code Provisions 

 

J1 Members must make sure that consumers are provided with effective 
and appropriate customer service to include: 

a.



http://www.disputeresolutionombudsman.org/
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J4.11 Where a member’s complaints procedure has been exhausted, the member must provide 

the consumer with the name, contact details and website address of its nominated ADR 

body.  
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Code Provisions 

Code of Practice 
 
 
 
Home Insulation and Energy Systems claims and information. 

 

K1 Members must not make misleading or unjustified energy performance 
claims connected with any home insulation, energy generating, energy 
storing, or energy saving installations. 

 
K1.1 Any energy performance calculation for all home insulation, energy generating, energy 

storing or energy saving products must be provided to every consumer in plain, 
understandable language. 

 
K1.2 All performance calculations for all home insulation, energy generating, energy storing or 

energy saving products must be based on the applicable standard calculations approved 
for use by: 

 

a. The Microgeneration Certification Scheme (or any equivalent approved by HIES); or 
b. The Flexible Energy Oversight Registration Body (or any equivalent approved by HIES); or 
c. The Energy Performance Validation Scheme (or any equivalent approved by HIES); 

 
If none of the above are available, the member must provide an energy performance 

calculation of zero for any installation. (i.e. that the installation will make no difference to 

the energy performance of the household) or provide HIES with evidence of the 

performance calculations the member wishes to use.

 

 




