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Ultra Installer Programme
Surveillance Report

Installer Name Vivaldi Conservatories
Address 6 Vine Close
Bottesford
Nottingham
NG13 OFW
Date of visit 21 July 2010

Assessor name "Tim Lowin
Purpose of audit

To ensure that the installer:
e |s complying with the Consumer Code of Conduct
e |s complying with the consumers wishes/order
e Is using Ultraframe’s technical standards
e Is complying with the GGF code of good practice in the specification
and installation of Conservatories within the United Kingdom
e Complies with existing Building Regulations including-Part ‘N’ and Part
‘L’ and that separate permission is sought to move drains
e Complies with planning permission requirements
e Has clear processes to ensure quality at all stages of the buying chain
e |s supplying the Ultraframe Certificate of Authenticity

Score

Feature Score Minimum/Maximum Score

Enquiry 9 6/10

Sales 9 6/10

Survey 13 10/15

Manufacture / ordering 13 10/15

Site installation 30 25/35

After sales 13 10/15

TOTAL 87/100 67/100

Signed: T.Lowin Dated: 21/07/2010 Expires: 20/07/2012



1. Enquiry Handling

As noted at the initial assessment, enquiries are developed mainly through
recommendations from previous customers. Other advertising methods utilised
are: leaflet dropping in the area currently receiving an installation, local pages
and the local telephone directory.

The most notable change however is on the company website which has been
greatly improved. This is now able to supply a potential customer with many
details and links to associated businesses and numerous photographs of
previous installations can be found there.

The company has shown a clear working knowledge of the “Dashboard”, very
positive comments were received during the assessment about the volume of
leads being supplied. As a matter of note, the company would be happy to be
supplied with details for enquiries over a greater radius as few installers are
registered within this geographical area.

As enquiries arrive, they are all logged into a diary, and then onto the computer
system which will contain details of the query. ;

2. Sales

At the point of sale, the proprietor of the firm will make a home visit to carry out
a basic survey of the site and to explain the process for the construction of the
conservatory. The firm prefers that the customer completes the sale process in
their own time, the sale not normally being closed on the first visit.

If it is felt that the lead is of sufficiently high quality, a second visit will be
arranged as a priority, more doubtful enquiries will receive a written quotation
as the next stage. At all times, the customer is involved in the design process,
ensuring that the finished conservatory is as close to the original vision as
practicable.

Photos of previous installations, letters of recommendation and samples are
taken for the householder to view. At all times, the company take great care to
illustrate to the customer the benefits of using the Ultraframe system. Whilst
viewing the photographic record of previous installations, the customer will be
invited to select various installations to visit, this is both to see the completed
conservatory and also ask the existing customer any questions about the
installation process and subsequent benefits.

Upon satisfactory closure of the deal, a full and comprehensive contract is
prepared for the customer; this contains all relevant explanatory media and a
CAD drawing of the proposed conservatory. A deposit of typically 20% is taken,
further payments are then taken on the completion of base work, superstructure
and handover. Any variations to contract are written down and countersigned
by the customer.




3. Survey

The site survey is carried out by the Surveyor/Building Manager who has many
years of experience in the glazing and conservatory trade. The company is
aware of all requirements of the Building regulations and Local Authority
enquiries are undertaken for all installations.

Any drawings required are carefully prepared in house, any relevant risk
assessment and health and safety issues are noted at the time of the survey,
all relevant details are made available to the builders and installers. The
customer will be made aware of the need to treat the construction site with
appropriate caution; all reasonable care is taken to ensure that disturbance is
kept to a minimum.

4. Product Specification

The firm only supply and install Ultraframe roof systems. These are now
manufactured by Tradeframe; the frames are also supplied by the same
manufacturer. Glass units are supplied by Clearglaze.

No problems are encountered with the quality and service given. Any items not
being used at the ongoing installation are stored at an industrial unit in
Peterborough.

Delivery is taken at least one week in advance of fitting to ensure that all items
are present and correct. The company was made aware of the Certificate of
Authenticity at the initial assessment, this is now provided within the completion
document pack.C

5. Installation

As noted on the original assessment, the company use the same builder for all
of the base work, this continuing relationship providing constant quality of
construction. The builder is supplied with all working details and information
necessary.

As soon as practically possible, (typically 2-3 weeks) the erection of the frames
commences. This gives the opportunity to survey the completed brick work on
complicated bespoke designs. The fitting teams are, in common with the
majority of the industry, self employed with many years of experience in the
trade.

The volume of installations ensures that the installers work solely for Vivaldi.
According to each job, step or straight lead flashing is always used in
preference to Conservaflash, cavity trays are not fitted as standard but will be
addressed should the location be thought to warrant a cautionary approach. A
site visit revealed a very well specified conservatory with attention to detail in







