
Supporting your business in all matters 
relating to customer service

Inspiring consumer confidence in 
the furniture and home 
improvement industries

Assoc ia te Membership  of The Furniture Ombudsman (TFO) 

offers you a  unique way to:

¥ insp ire c onsumer c onfidenc e in your business

¥ d istinguish your business from the c ompetition

¥ demonstra te your c ommitment to qua lity

¥ improve your c ustomer servic e 

¥ inc rease your sta ff awareness of c onsumer law 

The Furniture Ombudsman (TFO) is an assoc ia te member of 
The British and  Irish Ombudsman Assoc ia tion and  
a  c orpora te a ffilia te member of The Trad ing Standards Institute.



Associate Membership:
provid ing benefits as outlined  in this lea flet.

Full Membership:
provid ing the benefits outlined  in this lea flet p lus 
many more, inc lud ing:

¥ ac c ess to a  full Alterna tive Dispute Resolution 
(ADR) servic e, whic h is rec ognised  by the 
European Commission. This is a  c ost-effec tive 
a lterna tive to forma l litiga tion

¥ telephone guidanc e and  advic e on issues 
rela ting  to c ustomer c omp la ints

¥ exc lusive ac c ess to the membersÕ a rea  of the 
TFO website: here you will find  important 
business and  lega l upda tes 

Please see our Full Membership  lea flet for full deta ils
or visit www.fira.co.uk/tfo

The Furniture Ombudsman (TFO) offers 
two tiers of membership  Ð for organisa tions within the furniture and  
home improvement industries who require d ifferent levels of support in matters rela ting  to
c ustomer servic e and  c onsumer law:

How Associate Membership of TFO will
help your business:
Our role is to support a ll Members throughout the
furniture and  home improvement industries in
ac hieving the highest possib le standards of p roduc t
qua lity, servic e and  p roduc t information Ð in order to
avoid  c ause for c ustomer c omp la int Ð and  to insp ire
c onsumer c onfidenc e. 

We require Assoc ia te Members to ab ide by the
ethic a l c ode of p rac tic e set out in our Customer
Charter. The Charter a ims to p romote high standards
and  enc ourage good  c onsumer rela tions. Your
c ommitment to the Charter will c lea rly d istinguish
your business from the c ompetition Ð as well as insp ire
c onsumer c onfidenc e in your p roduc ts and  servic es.

Benefits of TFO Associate Membership:
¥ Raise your profile and drive valuable traffic to 

your website: as an Assoc ia te Member you a re 
invited  to put your c ompany p rofile on the TFO 
website. The TFO site is visited  by many thousands 
of c onsumers every year and  is a  grea t p lac e to 
be seen. We will a lso c rea te a  d irec t link to your 
own site Ð thus d riving  va luab le tra ffic  to it. 

¥ Demonstrate your commitment to TFO’s aims and 
objectives: with unrestric ted  use of the TFO 
Assoc ia te Member logo on your website and  
p romotiona l ma teria l and  for in-store use, a  
window stic ker and  c ertific a te.

¥ Receive quarterly TFO e-newsletter: with news 
upda tes, top ic a l a rtic les, c ase stud ies and  deta ils 
of upc oming events.

¥ Priority booking and discounts: on a  range of 
tra ining  c ourses for you and  your sta ff, designed  
to enhanc e an understand ing of c ustomer 
servic e and  c onsumer law. 

Joining Registration:
To join TFO as an Assoc ia te Member there is an
annua l membership  fee of £99.00 p lus VAT. This
entitles you to a ll the above benefits for a  12 month
period  from when you jo in TFO.



Who can join?
TFO welc omes app lic a tions for membership  from manufac turers and  reta ilers of:

¥ domestic  furniture ¥ floor c overings ¥ bedrooms ¥ ba throoms ¥ kitc hens

The Customer Charter
Associate Members of The Furniture Ombudsman shall endeavour to:

1. Provide c onsumers with dependab le p roduc ts whic h a re fit 
for the purpose for whic h they a re bought

2. Provide c lea r and  ac c ura te p roduc t information p rior to a  
sa le whic h will assist c onsumers in making well informed  
dec isions

3. Provide c onsumers with information regard ing the likely 
performanc e of a  p roduc t and  any ma intenanc e reg imes 
whic h may be required  a fter purc hase

4. Provide c onsumers with c lea r and  ac c ura te information 
regard ing p roduc t p ric es and  delivery c osts

5. Deliver p roduc ts as agreed , on time and  in good  c ond ition 
and  advise the c onsumer of any issues whic h may 
c ompromise delivery as soon as is p rac tic ab le

6. Promote a  high level of c ustomer servic e and  p rofession-
a lism amongst sta ff and  enc ourage them to meet a ll
servic e requests with c ourtesy and  effic ienc y 

7. Listen to a ll c omp la ints seriously and  sympathetic a lly 
and  adop t an effec tive p roc edure when trying  to 
resolve them

8. Listen to c ustomer feedbac k and , where 
appropria te, use it as a  tool to improve servic e

9. Avoid  any c ommerc ia l p rac tic e tha t c ould  be 
adverse to the c onsumer and  the p rinc ip les of fa ir 
trade in genera l

10. Promote the a ims of The Furniture Ombudsman 
in ra ising  the standard  and  p rofile of the 
furniture and  home improvement industry 
for the benefit of c onsumers



Maxwell Road , Stevenage, Hertfordshire, SG1 2EW
Telephone: 0845 653 2064   Fax: 0845 653 2065
Email: info@thefurnitureombudsman.org
www.fira .c o.uk/ tfo
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The Furniture Ombudsman is a  
d ivision of FIRA Interna tiona l


