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Foreword

Simon Ayers
Chief Executive Officer

Since inception in 2005 TrustMark has been
instrumental, along with our Scheme Providers, in
enhancing levels of consumer protectionin arange
of industry sectors.

As aresult of the Government commissioned Each
Home Counts Review the TrustMark remit has been
expanded to deliver the quality mark for the
Retrofit, Repair, Maintenance, and Improvement
(RMI) and energy efficiency sectors; covering any
work a consumer chooses to have carried out in
theirhome.

To support this expansion of responsibility
TrustMark has introduced a new independent
Board, bringing a broad range of experience and
skills at senior level to secure a robust, strategic
platform to deliver the changes. Underpinning the
Board sits ateam of councils, committees, and a
finance panel to ensure a two-way feedback
process operates between the Board and
TrustMark Scheme Providers, their Registered
Businesses, and our consumers.

This Framework Operating Requirements
document defines the relationship between
TrustMark and our Scheme Providers. To identify
and clarify the obligations, responsibilities and
activities required of both parties to ensure we
meet this new challenge, which we believe marks
an opportunity to create far-reaching and positive
change for both consumers and the businesses
that they engage with.

The Framework has also evolved to encompass the
requirements for energy efficiency measures
delivered within the Energy Company Obligation
(ECO)and within the wider energy efficiency
retrofit landscape.

Framework Operating Requirements V2.6

The TrustMark scheme was established in
conjunction with government, industry, and
consumer protection bodies, and was appointed a
Master Licence by the Department for Business,
Innovation and Skills now the Department for
Business, Energy, and Industrial Strategy (BEIS}in
2005.

TrustMark engages with Scheme Providers through
a sub-licence agreement. Scheme Providers make
a commitment to work to the TrustMark
Framework Operating Requirements and their
Registered Businesses commit to the Code of
Conduct and Customer Charter, as well as the
codes of practice relevant to their industry.

The findings of the Each Home Counts Review,
which were published in December 2016, identified
the need for an all-encompassing mark of quality
for consumers to recognise and rely upon -
regardless of the type of work they are having
carried out in their home.

Subsequently it was decided that TrustMark will
bring into effect this quality mark.

Following considerable engagement with
government, industry stakeholders and consumer
protection groups, the following Framework
Operating Requirements document outlines how
Scheme Providers will work with TrustMark to
deliver the most robust level of quality and
protection to consumers, working towards ever-
improving standards in all sectors.

Supporting the changing approach to the delivery
of energy efficiency measures, Annex B was added
to Version 2 of the Framework Operating
Requirements.
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Our Vision

TrustMark exists to enhance consumer protection
and choice, providing peace of mind and
confidence that when using a TrustMark
Registered Business, consumers are selecting a
business that has made a clear commitment to
customer service and trading practices, and that
the technical competence of their work has been
independently assessed within the context of this
Framework.

Simultaneously, TrustMark aims to enable
Registered Businesses to thrive by championing
them on the TrustMark website and other
marketing channels, and by actively connecting
them with consumers seeking services in their
area.

Use of the TrustMark logo allows Registered
Businesses to identify themselves to customers
and potential customers as part of the Government
Endorsed Quality Scheme, as well as availing
themselves of the additional reputational benefits
and marketing opportunities.

To underpin our vision, the Data Warehouse and
Property Hub have been developed. The Data
Warehouse will be a repository for information
about work undertaken and associated guarantees
and information to aid the supply chain deliver
quality work; whilst the Property Hub will be a
consumer facing representation of property
information held in the Data Warehouse - a
‘logbook’ of who completed the works and when.
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Structure

To ensure the TrustMark process is transparent
and robust, the compliance of the Scheme
Providers and Registered Businesses must be
validated at all levels.

How this will work in practice

Department for Business,

Energy & Industrial Strategy

A @ ——— Master Licence Agreement _

TrustMark

Licensed by BEIS

Government Endorsed Quality Scheme
Audit & Compliance of Scheme Providers
Independent Board

Framework Operating
Requirements

TrustMark to Scheme Provider
Relationship

Key Principles of Scheme
Scheme Provider Responsibilities
Consumer Protection

@ ——— SublLicence Agreement —— @

Responsibility

@ —— SublLicence Agreement ——— @

Registered Business

Scheme Codes of Practice
Code of Conduct
Customer Charter

@—— Customer Charter —————@

Consumers

Code of Conduct
Choice, confidence & protection
Advice & guidance

www.trustmark.org.uk

Control




To use the TrustMark logo, businesses must be
registered with a TrustMark approved scheme.
TrustMark Scheme Providers will be required to
demonstrate that they meet the Scheme Provider
requirements set out in this document.

Accreditation by UKAS under BS EN ISO/IEC 17065
will be accepted by TrustMark as demonstration
that the Scheme Provider meets those
requirements identified as being covered by BS EN
ISO/IEC 17065 (see below).

Scheme Providers that are required to be UKAS
accredited to enable them to provide certification
services to the Registered Businesses (e.qg., under
government programmes such as the Energy
Company Obligation (ECO)) will continue to be
accredited under BS EN ISO/IEC 17065.

The ECO Order requires that all ECO measures,
except for Demonstration Actions and certain
district heating system measures', must be
delivered by TrustMark Registered Businesses.
TrustMark Registered business are not required to
meet the TrustMark requirements for those
excepted Demonstration Actions and those certain
district heating system measures which are
delivered for ECO. The ECO Regulations provide
further details as to what those Demonstration
Actions and district heating system measures are.

Framework Operating Requirements V2.6

Scheme Providers such as trade bodies who have
no requirement to offer certification services
within the UKAS model will be required to operate a
quality management system that is compliant with
ISO9001.

The Framework has been comprehensively
reviewed to examine intersections with equivalent
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