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CUSTOMER CODE OF PRACTICE 

 

FOREWORD 

The British Blind & Shutter Association (BBSA) is the recognised voice of the blind 

and shutter manufacturing and installation industry in the United Kingdom. 

BBSA members range in size from small family firms to large corporations. The 

BBSA approves all potential members and measures them against set criteria to 

ensure they reach the high standards expected of a BBSA member. This code 

applies to all UK and Republic of Ireland based BBSA members. 

The purpose of this code is to ensure that all BBSA members trade in a fair and 

reasonable manner. In the event that this does not happen, the BBSA has 

developed procedures which should be followed to enable members to resolve 

customer complaints quickly and fairly. If this fails, then the BBSA will provide a 

mediation service to help mediate between the member with its customer(s). If a 

mediation cannot be reached, then the BBSA will recommend alternative options 

which may be explored. 

Compliance with this code is mandatory for all members of the BBSA. As with any 

code, this document does not explicitly cover every situation which may arise, but 

members are expected to adhere to the spirit as well as the letter of this code at 

all times. There is a range of disciplinary procedures and sanctions built into this 

code, including expulsion for persistent and serious breaches. 

Only bona fide members may use the BBSA logo in their promotional material. You 

may check a company is a member of the BBSA by visiting our website or 

contacting the BBSA on 01449 780444. 

Nothing contained in this code affects the contractual or statutory rights of the 

member or the customer. For further information about your statutory rights 

contact your local authority Trading Standards Department or Citizens Advice 

Bureau. 
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Customer Code of Practice 

1. STANDARD OF SERVICE 

 

1.1 Members must be clear and open in their dealings with customers. They must 

not knowingly misrepresent facts to a customer. Members must at all times 

behave with honesty and integrity. 

1.2 Members shall maintain a high standard of service to customers, trade fairly 

and responsibly and shall not conduct their business in any manner that would 

bring the BBSA or its members into disrepute. 

1.3 Members shall: 

1.3.1 Comply with all relevant statutory and regulatory requirements and 

ensure that their staff are aware of such requirements. 

1.3.2 Ensure all members of staff are aware of this code and how its terms 

apply to them. 

1.3.3 Carry out all work to the standards reasonably expected from a specialist. 

1.3.4 Ensure that customers are made aware of their rights and this code and 

are given all the help and advice they may reasonably require. 

1.3.5 Comply with BBSA requirements for monitoring customer satisfaction. 

2. ADVERTISING 

2.1 All advertisements shall be in compliance with all applicable legislation, 

subordinate laws for the time being in force and relevant orders, notices, codes 

of practice and guidance. All advertisements must be clear, legal and truthful. 

It must not be misleading or create a false impression even if everything stated 

is literally true.  

2.2 Advertisements should not unfairly attack or discredit other products and 

advertisers or advertisements directly or by implication. 

2.3  Prices or discounts quoted by the member or his agent shall be in no way 

misleading. 

2.4 Where a member uses an additional or alternative trading name, all advertising 

and marketing material must clearly show the link with the member. For the 

avoidance of doubt, advertising includes the use of micro-websites, social media 

platforms and other methods of promotion on the internet. 

3. THE CONTRACT 

3.1 Members shall provide customers with clear descriptions of the goods and/or 

services to be provided and use fair and plain contract conditions which clearly 

set out the rights and obligations of each party.  

3.2 The contract must comply with all relevant statutes and legislation. 

3.3 The contract must: 
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3.3.1 Show the name and address of the member; 

3.3.2 Describe the goods and/or services to be provided; 

3.3.3 Provide clear information on timescales etc; 

3.3.4 Describe the terms of payment; 

3.3.5 Identify any additional charges which may arise; 

3.3.6 Draw the customer’s attention to any unusual features of the contract;  

3.3.7 Provide a full set of the member’s terms and conditions; and 

3.3.8 Incorporate an acceptance by the customers of the terms. 

3.4 A member may not cancel or significantly alter a contract after it has been 

entered into without informing the customer of the changes (including any 

alteration in price) and giving them the opportunity to withdraw from the 

contract. 

3.5 Members must have regard to current legislation and statute governing 

consumer contracts. The BBSA has produced some guides to the most 

important of these and, whilst not definitive, may assist members in 

understanding their legal responsibilities. 

4. PRODUCT SAFETY 

4.1 Members must take all reasonable steps to ensure the safety of employees and 

members of the public and carry adequate third party and product liability 

insurance. 

4.2 Members shall comply with the child safety requirements of BS EN 13120. 

5. COMPLAINTS, DISPUTES & CLAIMS 

5.1 Members must have in place responsive and user-friendly procedures for 

dealing with customer complaints.  

5.2 Members must ensure that all staff are instructed in the handling of complaints. 

Staff should adopt a friendly and positive approach towards resolving a 

complaint. 

5.3 Members must ensure that all staff have the name and contact details of the 

person to whom complaints are to be referred to within their organisation. 

5.4 All members shall maintain a record of complaints and their resolutions. This 

should be made available for the BBSA to inspect whenever the BBSA so 

requests. 

5.5 Members shall co-operate with customers, their advisors and the BBSA in the 

resolutions of complaints. 

5.6 In the event of a dispute which cannot be resolved either the customer or the 

member may refer it to the free mediation service offered by the BBSA. All 

members must co-operate with the BBSA mediation service. 
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5.7 If a dispute cannot be settled by the mediation service, the BBSA will 

recommend alternative options which may be explored. Member’s co-operation 

with any alternative dispute resolution procedure will be mandatory.  

6. INFRINGEMENT AND ENFORCEMENT 

6.1 The BBSA will consider and if appropriate investigate alleged breaches of this 

Code by a Disciplinary Committee. The Disciplinary Committee shall consist of 

at least three members of the Managing Committee and may allow members 

with relevant experience to form part of such a Disciplinary Committee. 

6.2 No member shall be allowed to form part of the Disciplinary Committee if they 

are materially a party to or involved with the alleged breach or if there is an 

apparent conflict of interest with any party involved.  

6.3 The Disciplinary Committee will carry out its investigation in accordance with 

BBSA’s Investigation and Disciplinary Procedures (as may be adopted, 

amended and superseded from time to time by the Management Committee). 

6.4 In addition to the ability of members and non-members to bring complaints to 

the BBSA or to report alleged breaches of the Code, if the BBSA believes that 

any member is infringing this Code it shall be entitled to investigate accordingly 

and commence disciplinary proceedings on its own account.  

6.5 The Disciplinary Committee shall notify the member of any allegation made 

against him at least 28 days before its meeting and will state whether or not 

the alleged breach requires any action to be taken.  

6.6 If the member notifies the BBSA within 14 days of the receipt of the written 

confirmation of the decision of the Disciplinary Committee that he does not 

accept that decision then the matter will be referred to an independent 

arbitrator who shall be agreed between the parties or, if agreement has not 

been reached within 7 days, who shall be appointed using the Centre for 

Effective Dispute Resolution (CEDR) or, in the event that CEDR no longer exists 

or is capable of appointing an arbitrator, such other organisation with similar 

objectives. The costs of such arbitration shall be borne by the BBSA in the event 

that the member is found not to have breached the Code and by the member 

in all other cases or in such other proportions as the arbitrator shall otherwise 

determine. The decision of the arbitrator shall be binding on both parties.  

 
 


