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Information factsheet:
Responding to complaints

How to respond professionally when a customer raises concerns about an
installation.

Summary

This factsheet is designed to help installers, retailers, subcontractors and tradespeople manage installation
concerns in a calm, professional and legally aware way. It applies to fitted interiors work including kitchens,
bedrooms, bathrooms, home offices, flooring and associated refurbishment activity. It is general guidance

only and does not replace independent legal advice.

Respond quickly, professionally and in writing

When a customer raises a concern, your first response can prevent the issue from escalating. Acknowledge
the complaint promptly, thank the customer for bringing it to your attention and explain that you will

review the matter. Avoid defensive language, speculation or blame before you have inspected the facts.

° Confirm receipt of the complaint as soon as possible.

° Ask the customer to describe the issue and provide photographs if helpful.

° Keep communication polite, factual and solution-focused.

° Confirm all important points in writing, including inspection dates and agreed actions.
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Respond quickly, professionally and in writing

Before agreeing a remedy, establish what was contracted, who the customer contracted with, what was
included and excluded, and whether any changes were agreed during the project. If you are a
subcontractor, clarify whether the customer’s complaint should sit with the retailer, principal contractor or

directly with your business.

° Review the quotation, order confirmation, drawings, specification and written variations.
° Check payment terms, completion stages, exclusions and customer responsibilities.
° Identify whether the issue relates to workmanship, design, product supply, site conditions, misuse,

damage, delay or communication.

° Do not assume responsibility for defects outside your scope, but do cooperate constructively to

establish the cause.

Inspect fairly and keep proper records

Arrange an inspection where appropriate and make a clear record of what you find. Take photographs, note
measurements, record site conditions and compare the complaint with the agreed specification. If the

matter may become disputed, accurate records will be essential.

° Record the date, time and people present at any inspection.

° Take photographs before making any remedial changes.

° Keep copies of messages, drawings, delivery notes, product instructions and completion sign-offs.
° If atechnical issue is unclear, consider seeking independent inspection or manufacturer guidance.
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Understand your obligations under the Consumer Rights Act
2015

When you supply services to a consumer, the Consumer Rights Act 2015 generally requires the service to be

performed with reasonable care and skill.

If the contract does not clearly set a timescale, the work should be completed within a reasonable time. If
the price was not agreed, the charge should be reasonable. Information you provide before or at the time of

the contract may also become part of the agreement.

If your work has not met the required standard, the customer may be entitled to repeat performance,
meaning you put the service right at no extra cost, within a reasonable time and without significant

inconvenience.

If repeat performance is impossible, cannot be completed within a reasonable time, or would cause
significant inconvenience, the customer may be entitled to an appropriate price reduction. Where goods or

materials are supplied as part of the work, consumer rights relating to goods may also apply.

Customer concern Professional installer response

Workmanship appears poor | Inspect promptly, compare against the agreed specification and put right

or incomplete any confirmed defect within a reasonable time.

Customer says the work is Review the written quotation, drawings, specification and any variations
not what was agreed before confirming next steps.

Product or material issue Identify whether the issue relates to supply, installation, manufacturer

defect, misuse or site conditions, and involve the supplier where
appropriate.

Customer requests arefund | Assess whether repeat performance is possible and reasonable before
or price reduction considering an appropriate reduction.
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Offer a proportionate remedy where appropriate

If the complaint is justified, propose a practical remedy. This might include returning to complete snagging,
replacing defective components, correcting workmanship, arranging manufacturer support or agreeing a fair
price adjustment. Be clear about what you will do, when you will do it and whether there will be any cost to

the customer.

Manage payment disputes carefully

If a customer withholds payment, stay professional and review the basis of the dispute. Do not threaten,
pressure or remove goods from the customer’s home without legal grounds. Explain what payment is due,

what work has been completed, what remains disputed and what steps you are willing to take to resolve the

matter.

o Separate undisputed sums from disputed sums where possible.

o Keep invoices clear and itemised.

o Do not suspend essential safety-related remedial work without considering the consequences.
o Seek advice before taking debt recovery or legal action.

Use your complaints process and escalation routes

Every installation business should have a simple complaints process. Tell the customer who is handling the
complaint, when they can expect a response and how the issue can be escalated if it is not resolved. If you
are BIFIS Registered or a BIFIS Partner, cooperate with any relevant BIFIS expectations, standards or
complaint handling support — this is defined within the BIFIS Code of Conduct, available within the BIFIS

mobile app, or via the Resource page on our public website.
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Consider mediation, ADR or independent inspection

If direct discussion does not resolve the matter, consider whether mediation, alternative dispute resolution
or independent technical inspection could help. These routes may be quicker, less expensive and less

damaging to business relationships than formal legal proceedings.

o Mediation: useful where both parties want a practical settlement but communication has become
difficult.

o Alternative dispute resolution: useful where a structured complaint route or trade scheme is
available.

o Independent inspection: useful where the technical cause or standard of workmanship is disputed.

o Legal advice: important where the dispute involves significant sums, safety, termination or court
action.

Avoid actions that may weaken your position

o Do notignore complaints or delay responding without explanation.

o Do not make admissions before you have inspected the work and checked the contract.
o Do not delete messages, photographs or records connected to the project.

o Do not blame another party without evidence.

o Do not make threats, use aggressive language or post about the customer publicly.
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Practical checklist for installers and tradespeople

1. Acknowledge the complaint promptly and professionally.

2. Review the contract, scope, quotation, drawings and variations.

3. Arrange an inspection where appropriate.

4. Record photographs, dates, site conditions and communications.

5. Assess whether the issue relates to workmanship, product, design, misuse, damage or scope.
6. Apply the Consumer Rights Act 2015 principles where the customer is a consumer.

7. Offer repeat performance or remedial work where justified and practical.

8. Consider a fair price reduction only where repeat performance is not possible, reasonable or

appropriate.
9. Use mediation, ADR or independent inspection if the dispute remains unresolved.

10. Seek independent legal advice before formal recovery or court action.

Preventing complaints before they happen

Most disputes are easier to prevent than resolve. Use clear written quotations, agree specifications and
exclusions, explain site requirements, confirm payment stages, document variations, keep customers

updated and complete a handover or sign-off process at the end of the project.
Good documentation protects the customer and the installer.

BIFIS Registered businesses get access to a library of useful templates, designed to support their

commercial relationship with customers.

Important note: This factsheet provides general guidance for installers and tradespeople working with
consumers in England and Wales. Consumer law, contract terms, 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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