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Information factsheet:
Handling installation complaints

How retailers should manage consumer installation complaints and supply-
chain responsibilities

Summary

This factsheet is designed to help retailers, showrooms and businesses that sell, supply, arrange or manage
fitted interiors projects respond professionally when a consumer raises concerns about goods, installation
or aftercare. It is particularly relevant where the retailer has sold the overall package, arranged
subcontracted installation, coordinated designers and installers, or acted as the consumer’s main point of

contract. It is general guidance only and does not replace independent legal advice.

Establish whether the retailer is the consumers’ contracting
party

The first question is whether the consumer contracted with the retailer, the installer, or both. If the retailer
sold the project, took the order, issued the invoice, received payment or arranged the installation as part of
the package, the consumer may reasonably look to the retailer to resolve the problem, even where an

installer or subcontractor carried out the work.

° Check the quotation, contract, order confirmation and invoice.

° Identify who supplied the goods, who supplied the services and who arranged installation.

) Check whether installation was included, recommended, introduced or separately contracted.

° Do not simply refer the consumer to a subcontractor if the retailer sold or managed the overall
package.
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Acknowledge the complaint and take ownership of the process

A retailer’s response can set the tone for the entire dispute. Acknowledge the complaint promptly, confirm
who will manage it, explain what information is needed and set out the next steps. Even where another
party may ultimately be responsible, the retailer should coordinate the response professionally and avoid

leaving the consumer to deal with multiple parties without guidance.

Provide a named contact for the complaint.

Set a reasonable timeframe for initial review and inspection.

° Keep the consumer updated if information is needed from an installer, supplier or manufacturer.

Confirm all inspection findings, decisions and proposed remedies in writing.

Review the evidence across the whole project

Retailers should review the full project record, not only the final complaint. This includes design
information, measurements, product specifications, sales advice, survey notes, installation instructions,
subcontractor records, delivery notes, snagging lists and aftercare communications. Many disputes arise

from the gap between what the consumer believed was included and what the business believes was

agreed.

° Check what was said or written before the consumer agreed to proceed.

° Review whether the design, supply and installation instructions were clear and consistent.

° Identify whether the issue relates to goods, installation, design advice, site conditions, customer

choice, delay or aftercare.

o Keep copies of all documents and communications used to reach your decision.
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Understand the Consumer Rights Act 2015 from a retailer
perspective

The Consumer Rights Act 2015 applies to businesses selling goods and services to consumers.

Goods must generally be of satisfactory quality, fit for purpose and as described. Where installation is part of

the contract, incorrect installation can affect whether goods conform to the contract.

Services must generally be carried out with reasonable care and skill, within a reasonable time where no

time is agreed, and for a reasonable price where no price is agreed.

Retailers should also remember that information provided to the consumer before or at the time of
contracting may become part of the contract if the consumer relied on it. This includes representations
about products, performance, suitability, timescales, installation requirements, guarantees, aftercare and

who is responsible for different parts of the project.

Retailer issue Good practice response

Faulty or damaged Assess whether the goods meet Consumer Rights Act standards and consider
goods repair, replacement, price reduction or rejection remedies where appropriate.

Installation arranged by | Coordinate inspection and remedial action rather than leaving the consumer

the retailer to manage the installer alone.

Dispute about what Review sales notes, designs, written specifications and pre-contract

was promised information relied on by the consumer.

Subcontractor Clarify responsibility internally and manage the customer-facing response
workmanship issue fairly and promptly.

Coordinate installers, suppliers and manufacturers

Retailers often sit at the centre of the project supply chain.

When a complaint arises, coordinate information from the installer, supplier, designer, surveyor and

manufacturer.

Avoid contradictory messages and nominate one person to communicate with the consumer. If

responsibility is shared, agree internally how remedial work, costs and communications will be managed.
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Offer a fair and proportionate remedy

If the complaint is justified, propose a remedy that reflects the contract, the Consumer Rights Act 2015 and
the practical circumstances. This may include repair, replacement, repeat performance, remedial

installation work, product exchange, manufacturer support, a price reduction or another agreed settlement.

The remedy should be confirmed in writing, including scope, timing and any effect on warranties or

guarantees.

Manage payment, refunds and goodwill carefully

Distinguish between legal remedies, commercial goodwill and disputed payment.

A goodwill gesture can help preserve customer confidence, but it should be clear whether it is offered

without admission of liability.

If money is withheld, separate undisputed sums from disputed sums where possible and avoid escalating to

debt recovery before the complaint has been properly reviewed.

Use a transparent complaints and escalation process

Retailers should have a clear written complaints process covering acknowledgement, investigation,
inspection, decision making, remedies and escalation. Customers should know who is handling the

complaint, when they can expect updates and what options are available if agreement cannot be reached.

A structured process protects both the consumer and the business.
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Consider ADR, ombudsman routes or independent inspection

If direct resolution is not possible, consider alternative dispute resolution, an ombudsman process,
mediation or independent technical inspection. Retailers should understand whether they are members of,
or willing to use, an approved ADR scheme and should provide consumers with clear information about

available escalation routes where appropriate.

o Independent inspection: useful where there is a technical dispute about workmanship, product

quality, damage or suitability.

o Mediation: useful where communication has broken down but a commercial settlement remains
possible.

o ADR or ombudsman scheme: useful where a neutral decision or structured dispute process is
required.

o Legal advice: important where significant sums, contract termination, safety or court action may be
involved.

Avoid actions that may damage consumer confidence

o Do notignore complaints or pass the consumer between departments without ownership.

. Do not rely on subcontracting arrangements as a reason to avoid dealing with the consumer if the

retailer sold or managed the project.

. Do not overstate warranty limits where statutory rights may still apply.
o Do not delete, alter or lose project records once a dispute has arisen.
o Do not use aggressive debt recovery or public responses before reviewing the complaint fairly.
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Practical checklist for retailers

1. Identify whether the retailer, installer or another party is the consumer’s contracting party.

2. Acknowledge the complaint and appoint a named contact.

3. Review the full project file, including sales advice, specification, drawings and installation records.
4. Coordinate input from installers, suppliers, manufacturers and designers.

5. Assess whether the issue concerns goods, services, design, workmanship, delay, damage or

communication.

6. Apply Consumer Rights Act 2015 principles to both the goods and services elements of the project.

7. Offer a fair remedy where the complaint is justified.

8. Confirm decisions, remedial works, timescales and settlement terms in writing.

9. Consider independent inspection, mediation or ADR if the matter remains unresolved.

10. Use complaint learning to improve contracts, sales advice, subcontractor management and
aftercare.

Preventing retailer disputes before they happen

Retailer disputes are often prevented through clear documentation and joined-up project management.
Make sure product choices, design assumptions, measurements, installation scope, exclusions, site
requirements, subcontractor roles, payment stages, cancellation rights, warranties and aftercare
responsibilities are explained clearly before the customer commits. A professional handover and snagging

process should be built into every installation project.

Important note: This factsheet provides general guidance for retailers working with consumers in England
and Wales. Consumer law, contract terms, supply-chain arrangements, insurance requirements and
limitation periods can vary depending on the circumstances. If in doubt, seek independent legal, insurance

or business advice before taking formal action.

ENDS
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