Client Charter ( DCP Reports Limited

Introduction

DCP Reports Limited was formed to provide a service producing Home Information Packs and Domestic Energy
Performance Certificates on behalf of public and professional clients.

All residential properties marketed for sale are currently required by law to provide an Energy Performance
Certificate within their Home Information Pack.

This charter provides an overview of our work and tells you what standards of service you can expect from us. It also
explains how you can give us feedback and what to do if things go wrong.

An overview of our services

DCP Reports Limited employs Domestic Energy Assessors (DEAs). Our DEAs are fully qualified, accredited by ElImhurst
Energy Systems and are fully insured to carry out inspections in residential properties.

We receive our instructions to assess properties from Home Information Pack providers and direct from the public.
We make and confirm appointments with homeowners, visit the property and perform an inspection, drawing plans,
taking notes and photographs during the process.

We produce Energy Performance Certificates using authorised software and lodge them on a national government
database. We then provide our clients with a copy of the certificate.

Our service standards

We aim to be professional and responsive, helpful and courteous and respectful in all our dealings with clients. We
have set minimum standards for areas of our service and detailed these below. If we do not reach these standards,
we will do our best to keep you informed and explain what is happening.

What you can expect from us

First contact When you request an assessment from us, we will contact you within 2 days to
arrange your appointment.

Enquiries We will respond to all enquiries within 24 hours of receipt.

Production of EPC We will provide you with your completed Energy Performance Certificate within 5
days of the inspection taking place.

Complaints We will acknowledge complaints within 2 days of receipt.

We will provide a full response or update within 5 days of receiving the complaint.
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What you can do to help

You can help us deal with your instruction quickly and accurately by giving us the information we need. When you
contact us:

9 Tell us your full name

9 Tell us the full address including postcode of the property concerned

9 Tell us your telephone number and the best time to phone you
Other things you can do to help are:

9 Telling us as soon as possible if you need to cancel an inspection

1

Making sure you read the guidance notes issued with your confirmation letter and follow the instructions as
best you can

1 Providing copies of certificates and guarantees as detailed in the guidance notes
What to do if you are not happy with our service

If you are not happy with any of the service we have provided, please contact us immediately so we can discuss your
concerns and correct any mistakes as soon as possible.

You can find a copy of our complaints procedure on our website www.dcpreports.co.uk or you can telephone us and
we will send it to you.
How to give us feedback

We want to continuously improve our service and welcome your views on how we can improve this charter and any
other aspect of our business. You can telephone, email or write to us.

How to contact us

Our hours of work are 8am ¢ 8pm Monday to Friday and 9am ¢ 5pm Saturday and Sunday. You can contact us by:

Telephone: 07989 718 208
Email: admin@cdpreports.co.uk
Address: DCP Reports Limited
123 Heygarth Road
Eastham

Wirral CH62 8AL
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