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Information factsheet:
Problems with your installation?

What to do if you experience problems with a fitted interiors installation
or tradesperson.

Summary

This factsheet is designed to help consumers take calm, practical and informed steps if something goes
wrong during, or after, an installation project. It applies to fitted interiors work such as kitchens, bedrooms,
bathrooms, home offices, flooring and associated refurbishment activity. It is general guidance only and

does not replace independent legal advice.

Start by speaking to your installer

In most cases, the quickest and fairest route is to raise the problem directly with the person or business
responsible for arranging the work. Explain clearly what has happened, why you are unhappy and what

outcome you are asking for. Try to keep the conversation polite, factual and focused on resolving the issue.

° Contact the trader as soon as you notice the issue.

° Describe the problem in plain language and avoid assumptions about blame until the facts are clear.
° Ask for a reasonable time for the trader to inspect and respond.

° Where possible, agree next steps in writing so both sides understand what has been promised.
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Gather and protect your evidence

Before matters escalate, gather the information that explains what was agreed and what has happened.

Good records help both parties understand the issue and make it easier to reach a fair outcome.

° Keep the quotation, contract, order confirmation, drawings, specification, design notes and any

written variations.

° Keep invoices, receipts, payment records and warranty or guarantee documents.

° Take clear photographs or videos of the problem, preferably dated and from more than one angle.
° Make a note of key dates, conversations, visits, missed appointments and agreed actions.

° Keep copies of emails, text messages and other communications.

Check who your contract is with

Your legal relationship is usually with the business or person you contracted with, not necessarily every
individual who attended site. If a retailer arranged the installation, your complaint may need to be directed

to the retailer, if the specific area of work in question is relating to work organised through the retailer.

If you contracted directly with an installer, your complaint should usually start with that installer. Check

your paperwork carefully.

Put your complaint in writing

If the issue is not resolved through conversation, send a clear written complaint. Set out what was agreed,
what has gone wrong, what evidence you have and what you want the trader to do. Give a reasonable

deadline for a response.

Suggested wording: “I am writing to raise a formal complaint about the installation work carried out at my
property. | believe the work has not been completed with reasonable care and skill and/or has not been completed
in line with what was agreed. Please confirm how you propose to put this right and when the remedial work can be

completed.”
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Understanding your legal rights

The Consumer Rights Act 2015 sets out important protections when a trader supplies services to a
consumer. For installation work, this generally means the service must be carried out with reasonable care

and skill.
If the contract does not clearly agree a timescale, the work should be completed within a reasonable time.
If the price was not agreed, the price should be reasonable.

If the work has not been carried out with reasonable care and skill, you can usually ask the trader to put it
right. This may mean repeating the service or carrying out remedial work at no extra cost, within a

reasonable time and without causing significant inconvenience.

If repeat performance is impossible, cannot be done within a reasonable time, or would cause significant
inconvenience, you may be entitled to a price reduction. Depending on the circumstances, other legal

remedies may also be available.

Issue Possible consumer position

Workmanship appears poor or Ask the trader to inspect and put the work right within a
incomplete reasonable time.

Work does not match what was agreed Refer to the quotation, contract, drawings or written
instructions and ask for the agreed work to be completed.

Remedial work is not possible or would | Ask for an appropriate price reduction and explain how you
cause significant inconvenience have calculated it.

Goods or materials supplied as part of Consumer rights may also apply to goods, including whether
the job are faulty they are as described, fit for purpose and of satisfactory
quality.
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Give the trader a fair opportunity to put things right

Unless the situation is urgent, unsafe or trust has completely broken down for good reason, it is usually
sensible to give the trader a fair opportunity to inspect the issue and propose a remedy. Be clear about
access arrangements, deadlines and what you expect to happen. If dates are agreed, confirm them in

writing.

Avoid making the dispute worse

° Do not withhold payment without considering the contract, the stage of the work and the value of
the disputed item.

° Do not instruct another contractor to alter the work before giving the original trader a reasonable
chance to inspect, unless there is an urgent safety or damage-prevention reason.

° Do not dispose of parts, materials or evidence that may be relevant to the complaint.

° Do not rely only on verbal agreements. Confirm important points in writing.

If your installer or retailer is BIFIS Registered

If the business is BIFIS Registered or is a BIFIS Partner, check their registration or partnership details and
ask for their complaints process. BIFIS expects registered and partner businesses to operate professionally,
maintain appropriate documentation, follow relevant standards and cooperate with complaint handling

processes where applicable.

BIFIS may be able to signpost consumers to guidance, help clarify expected standards, support

communication with a registered business or partner, and explain what escalation routes may be available.

BIFIS is not a court and this factsheet does not replace legal advice, but early, structured support can often

help parties resolve matters more efficiently.

Consider independent advice or alternative dispute resolution

If direct communication does not resolve the issue, you may wish to seek independent consumer advice. In
England and Wales, Citizens Advice can provide consumer guidance and may refer matters to Trading

Standards where appropriate.
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You can also ask whether the trader belongs to an alternative dispute resolution scheme, trade association

or complaint handling process.

° Mediation: a neutral person helps both sides explore a settlement.
° Alternative dispute resolution: an approved process may help decide or resolve the dispute without

court action.

° Independent inspection: a technical assessment may help identify whether work meets expected
standards.
° Legal advice: useful where significant money, safety concerns, contract termination or court action

may be involved.

Court action should usually be a last resort

If all reasonable attempts to resolve the dispute fail, you may need to consider formal legal routes. Before
taking court action, make sure you have followed any complaint process, given the trader a fair chance to

respond, kept good evidence and considered independent advice. Court processes can take time, involve

cost and may require clear evidence of what was agreed, what went wrong and what loss you have

suffered.

Practical checklist for consumers

Identify the business you contracted with.

Gather your paperwork, photographs and timeline.

Raise the issue promptly and politely with the trader.

Confirm your complaint in writing and say what outcome you want.

Refer to your rights under the Consumer Rights Act 2015 where relevant.
Give the trader a reasonable opportunity to inspect and put things right.
Keep all communications and agreements in writing.

Seek independent advice if the issue remains unresolved.
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Consider mediation, alternative dispute resolution or independent inspection.
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Consider legal routes only after reasonable attempts to resolve the matter have failed.
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Preventing problems before they happen

Before starting any installation project, consumers are encouraged to obtain a written quotation, confirm
what is included and excluded, agree payment terms, check insurance and credentials, understand who is

responsible for materials and labour, and avoid paying the full contract value in advance.

Choosing a competent, compliant and properly insured tradesperson can significantly reduce the risk of

problems later.

Important note: This factsheet provides general consumer guidance for England and Wales. Consumer
rights and limitation periods can vary across the UK and by individual circumstance. If you are unsure, seek

independent consumer or legal advice before taking formal action.

ENDS
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