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Disclaimer: This resource was created as part of the Optiheat project but no liability for its use is assumed by any of the Optiheat partners. 
[bookmark: _Int_pCRIuvVb]Reporting Protocol: When an audit (technical or non technical) raises heat pump performance issues
Post audit of heat pump installation there may be many different pathways to seek a resolution to any issues flagged. The below highlights a standard approach but this will need to be adapted locally. 
1. [bookmark: _Int_IL66MvAq]Report issues shared via a written report to installer for them to respond to (then check issues have been resolved after the installer has carried out the remedial works).  You may need to clarify any queries  raised by the installer with the auditor. 

2. Check the original contract/ specification to understand attribution i.e. who is responsible for the design and who takes responsibility for the installation. This may be one or more organisations. Review the warranty details to ensure that rectification works can be carried out within the warranty timeframe.

3. If further advice is needed before or during the initial contact with the installer, contact the manufacturer. Manufacturers commonly have technical teams who can help with troubleshooting. Manufacturers may also be able to attend on site to confirm issues that need to be rectified. They might also have contacts for people who can fix the issues. 

4. If the installation is out of warranty/ defects period you may need to engage a third party to fix the issue, your local Heat Geek or recommendations through your manufacturer is a good place to start. There are also some specialist heat pump audit and repair companies nationally, contact details below.
Note for new builds
Heat pump installations in new build properties are not usually carried out by accredited MCS installers so there is no quality standard beyond building regulations. It is critical to audit new build installs within the defects period to get issues rectified asap. Manufacturers can be a good help here as specifications for new build installs can often be very limited in detail but may say ‘installed to manufacturer specification’ which is an anchor to exploit.
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