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2 ADVERTISING 

 

2.1 All advertising and marketing material must be clear, legal and truthful.  It must not be misleading, for 
example by containing false statements, concealing or leaving out important facts, promising to do 

something there is no intention of doing, or creating a false impression even if everything stated is literally 
true. It must be compliant with all relevant UK legislation (see Annex). 

 

2.2 Where a Member uses an additional or alternative trading name all advertising and marketing material 
must clearly show the link or relationship with the Member. 

 
2.3 $GYHUWLVHPHQWV�DQG�PDUNHWLQJ�PDWHULDO�VKDOO�GLVSOD\�WKH�0HPEHU¶V�%$5�PHPEHUVKLS�QXPEHU�LQ�FRQMXQFWLRQ�

with the BAR logo. 
 

 
3 THE CONTRACT 

 
Members shall provide the Customer 
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7 COMPLAINTS, DISPUTES AND CLAIMS 

 

7.1 Members must have in place responsive and user friendly procedures for dealing with Customer 
complaints.   

 
7.2 The Member must ensure that all staff are instructed in the handling of complaints.  Staff should always 

adopt a friendly positive approach and avoid a negative attitude when handling a complaint. 

 
7.3 Members must ensure that all staff are able to provide the name and contact details of the member of 

staff to whom complaints should be referred.  
 

7.4 An acknowledgement of a complaint must be provided within 3 working days with an endeavour to resolve 

the matter within 8 weeks from the date of receipt of the complaint. 

If at the end of 8 weeks the matter has not been resolved the Member should advise the Customer of the 

availability of the BAR ADR service (as described in the Foreword.) 
 

7.5 All members shall maintain a complete record of complaints from which an analysis of activities covered 
by the Code can be obtained.  Members should take action based on this information to improve their 

level of service to Customers.  Members should review their complaints log on a regular basis and make 

these available to an Association auditor upon request. 
 

7.6 Members shall co-operate with Customers, their advisors and the Association in the resolution of 
complaints and/or the handling of liability/insurance claims. 

 

 
8. DISPUTES  

In the event of a dispute relating to the provision of a service covered by this Code, which cannot be 

resolved, either the Customer or the Member may refer it to the low cost independent Alternative Dispute 
Resolution (ADR) provided by the Association.  Referral of a dispute to the ADR scheme does not prevent 

the Customer from taking subsequent legal action. 

The Member must accede to participation in the scheme if the Customer so requests.  Under this scheme, 

the case will be determined by an accredited independent ADR organisation. Recourse to the independent 

ADR scheme is subject to certain limits, current details of which are available upon request from BAR.  Tel: 

01923 699 486, Email: consumer.affairs@bar.co.uk.   

The scheme is an effective and user friendly alternative to the County Court small claims procedure.   Any 
award made under this scheme will be binding upon the BAR member. The consumer is free to reject the 

2PEXGVPDQ¶V�GHFLVLRQ�RU�ZLWKGUDZ�IURP�WKH�2PEXGVPDQ¶V�SURFHVV�DW�DQ\�WLPH� The BAR Independent 

Alternative Dispute Resolution scheme is provided by; 

 
 
www.fhio.org   

 
8.1 7KH�0HPEHU¶V�SDUWLFLSDWLRQ�DQG�FR-operation in the ADR process shall be mandatory.  

 

 

 

 

 

 

 

mailto:consumer.affairs@bar.co.uk
http://www.fhio.org/
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9 INFRINGEMENT AND ENFORCEMENT 

BAR, as Code Sponsor, will investigate all alleged breaches of this Code. 

An independent Disciplinary Committee ensures that the Code is enforced effectively and disciplinary 
procedures are effective, fair and impartial. In addition the Committee deals with serious cases of non-

compliance with the Code. Where a potential breach of this Code has been identified during the course of 
investigating a consumer complaint, BAR will normally endeavour to resolve the complaint before 

addressing the alleged breach. 

 
9.1 The Member against whom the allegation has been made shall provide a detailed response to the 

Association, within 14 days. 
 

9.2 If the facts alleged against the Member are adjudged to constitute infringement of this Code, either the 
Association or the Disciplinary Committee shall have the power to impose any of the following sanctions: 

 

 Informal reprimand 

 Written warning 

 Re-inspection 

 Improvement notice 

 Fine  

 Compulsory retraining 

 Naming and shaming 

 Suspension of services to the member 

 Termination of membership 

 
Any investigation or disciplinary action taken by the Association will be subject to periodic review by the 

Disciplinary Committee. 
 

9.3 The Association has at all times the discretion to refer any alleged breach directly to the Disciplinary 

Committee. 
 

9.4
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