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New Members  
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Membership Withdrawal and Sanctions for Non-Compliant Member 
Businesses  
 
If any non-compliance with the Code occurs e.g. non payment of an award required at 

ADR or non-compliance at audit, members are sent an email which states that should 

these matter not be rectified within 30 days disciplinary proceedings may occur. 

Invariably the matter is then resolved. 

 

However BAR had one implementation of the disciplinary process in 2022. The non-

compliance related to the failure of a the member to cooperate with ADR Provider, 

The Furniture & Home Improvement Ombudsman. The matter was resolved following 

email correspondence. The member was advised that should they not respond to the 

Final Warning, or if BAR remained dissatisfied with the response to the warning, their 

membership would be terminated with immediate effect. The member made an offer 

of compensation to the consumer and the matter was resolved. 

 

Terms and Conditions and other Pre-Contractual Information   
 
BAR have produced a set of model Ts&Cs, these are supplied to members. The 

Ts&Cs are checked during the Pre-Audit Submission process. Variation from the BAR 

model Ts&Cs is only permitted where the member’s Ts&Cs provide enhanced 

consumer protection. 

 
BAR has continued to provide its members with assistance in relation to legal updates. 

Members have direct access to a dedicated Legal Advice helpline. In addition a 

magazine R&S is published quarterly and emails fortnightly.   

 

Marketing and Advertising by Member Businesses 

The use of the BAR & CTSI logos is mandatory for all members. It is checked at the 

Pre-Submission stage of the audit. It is found that the majority of members display the 

logos.  

 

 
 
Customer Service Provisions  
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Recommendation:  

 

During the 2022 audit BAR were directed to the new CTSI Guidance on Consumer 

Vulnerability. BAR should have regard to the CTSI Guidance before next delivering 

their Selling Skills Course. 

 
Consumer Complaints Process  
 
Alternative Dispute Resolution is provided by The Furniture & Home Improvement 

Ombudsman (FHIO). In 2022 107 complaints were logged with FIHO. Of these 62 

were found in favour of the member; nine in favour of the consumer, two where the 

decision was split; 22 outside Terms of Reference, and six settled between the 

member and the consumer prior to conciliation.  

 

 

Best Practice:  

 

BAR continue to meet monthly (online) with FIHO to discuss ongoing cases and to 

discuss outcomes. This means that BAR can monitor the types of issues that are 

raised with FHIO and quickly identify any worrying trends or bad practice by 

members. 

 
 
Customer Satisfaction and Feedback  
 
BAR add a link to Referenceline to each Member record on their website, unless the 

Member advises that they use another method for customer satisfaction monitoring.   

Of the 378 BAR 


