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5. In 1998 The Carpet Council Guarantees and Code of Practice was introduced
by the British Carpet Manufacturers’ Association. This was designed to
regulate the procedures used by manufacturers and retailers for dealing
with consumer complaints and to provide for extended guarantees.
Although not a consumer code in the strictest sense its provisions have been
used extensively and retailers claim high satisfaction levels. The relevant
sections of this code are incorporated into that consumer code.

6. The selection, purchase and installation of carpet is complicated and
intrusive. It is essential that inter
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(C) SCOPE AND OWNERSHIP OF THE CONSUMER CODE OF PRACTICE

1. The Carpet Foundation is the sponsor of the Consumer Code of Practice.

2. The code covers the relationship between Retail Members and consumers, in
respect of carpet sold and installed by Retail Members to residential
consumers. It does not cover buy to let nor does it cover the sale of rugs, or
imperfect goods. Insurance claims are only covered in certain circumstances.

3. The code has been prepared for the exclusive use of
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(D) TERMS OF BUSINESS

1. All Retail Members will have clear unambiguous terms of business which must
be effectively communicated in wri
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(E) ADVERTISING

1. Retail Members will not use any advertising which is ambiguous,
misleading or untruthful and this applies to all aspects of the goods and
services provided by the Retail Members.

2. All advertising used by Retail Members will comply with the standards
set by the Advertising Standards Authority, the Independent Television
Commission, the Radio Authority, the Committee of Advertising Practice
and other relevant bodies. In addition such advertising will be subject to
the provisions of all relevant legislation.

3. Advertising undertaken by Retail Members will, wherever possible,
include the Retail Member logo and refer to their membership of the
Carpet Foundation.

4. Retail Member advertising will refer specifically to their adherence to
the terms of this Code of Practice.

5. Retail Members who use direct mail and consumer listings to promote
their business will comply with current best practice and Data
Protection Legislation.
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(G) ESTIMATES AND QUOTATIONS

8. Retail Members are committed to a clear and open policy of
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(H) DELIVERY AND INSTALLATION

1. Retail Members acknowledge the importance of well organised delivery
and installation arrangements. Every effort will be made to provide flexible
installation dates and times to meet consumers’ expectations. Any “critical
deadlines” will be notified by the consumer to avoid misunderstandings.

2. Any delays in delivery and
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(I) DEPOSITS AND CANCELLATIONS

1. Carpet Foundation Retail Members may ask the consumer to pay a
deposit with the order for carpet.

2. Clear and concise information on the consumer's deposit protection and
cancellation rights will be provide
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(J) GUARANTEES FOR CARPET INSTALLED IN DOMESTIC PREMISES

Carpet Foundation Retail Members offer guarantees to the consumer which provide a
rapid, easy to use, non-legalistic system for the consumer to pursue issues concerning
the purchase and installation of carpet. These guarantees do not affect the consumer’s
right to follow up cases of complaint through the courts if necessary.

There are a variety of different guarantees on offer to the consumer
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If a manufacturing fault is diagnosed within the guarantee period the Retail
Member will offer the following alternative remedies:-

On
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(K) CONSUMER COMPLAINTS PROCEDURES

Whilst the vast majority of carpet supplied by Retail Members will be free from any
manufacturing or installation faults, occasionally, usually due to human error, faults can
occur. If consumers believe they have a complaint
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(K) CONSUMER COMPLAINTS PROCEDURES

The CF ADR procedure c
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Complaints about Service, Advice, Delivery, Payments etc
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(L) THE CARPET FOUNDATION ADR PROCEDURE (CONCILIATION)

In the unlikely event of a consumer and Retail Member failing to reach an agreement
over a complaint the consumer has the right tt
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(L) THE CARPET FOUNDATION ADR PROCEDURE (CONCILIATION)

Application for ADR procedure (Conciliation) can be made either on paper or digitally,
via post, email or phone.

Parties to the ADR procedure are not obliged to obtain independent advice or be
represented/assisted by a third party, although they may choose to do so.

Parties to the ADR procedure will be notified of the outcome in writing and if requested
via email.

* Contact details for the CF are as follows:
The Cf
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(M) THE CF ADR PROCEDURE (ARBITRATION)

In unusual cases where conciliation cannot resolve the dispute between a consumer
and Retail Member the consumer has a right to ask for the matter to be referred to
Arbitration. The consumer is not obliged to refer the dispute to ADR and can pursue
the matter in other ways including legal redress.

Application for ADR (Arbitration) can be made either o
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(N) DEALING WITH NON-COMPLIANCE

Retail Members will comply in full with all the requirements of the Code of Practice.
However from time to time there may be breaches of the Code or apparent breaches
which will need to be investigated. It is vital that such cases be dealt with quickly and
objectively whilst maintaining high standards of fairness.

To give the process credibility in the eyes of consumers or other complainants and to
be fair to members it is essential that there is an Independent Non Compliance Panel
adjudicating and monitoring cases.

The Carpet Foundation Procedure for handling cases of non-compliance is as follows:-

1. Evidence of non-compliance may come from a number of different sources:-
Complaints from consumers
An analysis of conciliation and arbitration outcomes
The results of performance monitoring
Information obtained by the Carpet Foundation

2. Complaints will be thoroughly investigated within 14 days of receipt by Carpet
Foundation staff and complainants informed of the outcome.

3. Minor breaches of the Code will be dealt with internally by the Carpet
Foundation and will lead to the following measures:

Advice on how to prevent a re-occurrence
Written Warnings
Final Warnings prior to referral to the Independent Non-Compl
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(O) CONSUMER SATISFACTION MONITORING

In order to assess the effectiveness of the Code of Practice in terms of delivering higher
standards of retailing to consumers the Carpet Foundation will carry out a number of
monitoring and auditing measures:-

1. Analysis of non-compliance data
2. Independent research on consumer satisfaction levels amongst individual Retail

Members
3. Analysis of conciliation and arbitration cases
4. Personal compliance visits to Retail Members.

The results on Consumer Satisfaction monitoring will be published in an annual report
and circulated to Carpet Foundation members, the CTSI and other bodies. Plans for
the continual improvement of consumer satisfaction levels and the development of
the contents of the Code of Practice will be included in the report.


