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Associate Member

Ingaring anficencein
thefurntureand hame
Inorovemat indudries

Associate Membership of The Furniture Ombudsman (TFO)
offersyou a unique way to:

inspire consumer confidence in your busness

distinguish your businessfrom the competition

¥
¥
¥ demonstrate your commitment to quality
¥ improve your customer service

¥

increase your staff awarenessof consumerlaw

The Furniture Ombudsman (TFO) isan associate member of
The British and Irish Ombudsman Association and
a corporate affiiate member of The Trading Sandards Institute.
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Associate Member

The Furniture Ombudsman (TFO) offers

two tiersof membership Bfor organisationswithin the furniture and
home improvement industrieswho require different levelsof support in mattersrelating to

customer service and consumer law:

Associate Membership:
providing benefitsasoutlined in thisleaflet.

Full Membership:

providing the benefitsoutlined in thisleaflet plus
many more, including:

¥ accessto a full Alternative Dispute Resolution
(ADR) service, which isrecognised by the
European Commission. Thisisa cost-effective
alternative to formal litigation

¥ telephone guidance and advice on issues
relating to customer complaints

¥ exclusive accessto the membersQarea of the
TFO website: here you will find important
busnessand legalupdates

Please see our FullMembership leaflet for full details
or visit www.fira.co.uk/{fo

How Associate Membership of TFO will
help your business:

Ourrole isto support allMembersthroughout the
furniture and home improvement industriesin
achieving the highest possible standardsof product
quality, service and product information Bin order to
avoid cause forcustomer complaint Band to inspire
consumer confidence.

We require Associate Membersto abide by the
ethical code of practice set out in our Customer
Charter. The Charteraimsto promote high standards
and encourage good consumer relations. Your
commitment to the Charter will clearly distinguish
your businessfrom the competition Baswell asinspire
consumer confidence in your productsand services.

Benefits of TFO Associate Membership:

¥ Raise your profile and drive valuable traffic to
your website: asan Associate Memberyou are
invited to put your company profile on the TFO
website. The TFO site isvisted by many thousands
of consumersevery yearand isa great place to
be seen. We will also create a direct link to your
own site Bthusdriving valuable traffic to it.

¥ Demonstrate your commitment to TFO’s aims and
objectives: with unrestricted use of the TFO
Associate Memberlogo on your website and
promotional material and forin-store use, a
window sticker and certificate.

¥ Receive quarterly TFO e-newsletter: with news
updates, topical articles, case studiesand details
of upcoming events.

¥ Priority booking and discounts: on a range of
training coursesforyou and your staff, designed
to enhance an understanding of customer
service and consumer law.

Joining Registration:

To join TFO asan Associate Memberthere isan
annual membership fee of £99.00 plus VAT This
entitlesyou to allthe above benefitsfora 12 month
period from when you join TFO.



TFO welcomesapplicationsformembership from manufacturersand retailers of:
¥ domestic furniture ¥ floor coverings¥ bedrooms¥ bathrooms¥ kitchens

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

1. Provide consumerswith dependable productswhich are fit
forthe purpose for which they are bought

2. Provide clearand accurate product information priorto a
sale which will assist consumersin making well informed
decisions

3. Provide consumerswith information regarding the likely
performance of a product and any maintenance regimes
which may be required after purchase

4.  Provide consumerswith clearand accurate information
regarding product pricesand delivery costs

5. Deliverproductsasagreed, on time and in good condition
and advise the consumer of any issueswhich may
compromise delivery assoon asispracticable

6. Promote a high level of customer service and profession-
alism amongst staff and encourage them to meet all
service requestswith courtesy and efficiency

7. Listento allcomplaintsseriously and sympathetically
and adopt an effective procedure when trying to
resolve them

8. Listento customerfeedbackand, where
appropriate, use it asa toolto improve service

9. Avoid any commercial practice that could be
adverse to the consumer and the principles of fair
trade in general

10. Promote the aimsof The Furniture Ombudsman
in raising the standard and profile of the
furniture and home improvement industry
for the benefit of consumers
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Associate Member The Fumiture Ombudsman isa
divison of ARA Intemational

Maxwell Road, Sevenage, Hertford shire, SG1 2EW

Telephone: 0845 653 2064 Fax: 0845 653 2065

Email: info@thefurnitureombudsman.org

www fira.co.uk/ tfo
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