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THE RULE BOOK OF THE ASSOCIATION OF MASTER UPHOLSTERERS AND
SOFT FURNISHERS (AMUSF)

PREAMBLE

The Association of Master Upholsterers and Soft Furnishers (AMUSF) exists to protect the rights and professional interests of practitioners in the crafts of upholstery and soft furnishing, to maintain and improve standards in these crafts, and to foster public confidence in the work of its members. Association membership is open to businesses engaged in upholstery or soft furnishing, businesses supplying these organisations, engaged in training upholstery or soft furnishing, students of upholstery and soft furnishing, those recently qualified and practicing in these crafts, and retired upholsterers and soft furnishers. The Association's aims are pursued through a range of activities such as vetting the work of prospective and existing members; trying to settle disputes between members and their customers; providing technical and business information to members, including a Code of Practice; supporting and fostering training initiatives; and voicing the interests and concerns of the upholstery and soft furnishing trades in discussions with Government and other public bodies.

The Association is a company limited by guarantee. It also has a wholly owned subsidiary to handle the trading side of its business, Furnishing and Upholstery Support Services Ltd (FUSS).These Rules provide a practical basis for the Association to operate. They contain some necessary constraints on members, directors, and officers. But they should not be seen as purely restrictive. They are liberating in that they provide a clear framework in which the Board and members can act freely in the confident knowledge that what they are doing is consistent with the Association’s aims.

They are produced under Clause 22 of the Company’s Articles of Association.  Like all companies, the Association is governed by its Memorandum and Articles of Association. The Memorandum describes the permitted aims and activities of the Association while the Articles outline the administrative arrangements for pursuing these. Nothing in these Rules conflicts – or should conflict - with what is in the Memorandum or Articles of Association. They pick out the most important points from the Memorandum and Articles and explain in everyday language how we can put them into effect.  In the event of a conflict between the Rules and the Memorandum and Articles of Association, the Memorandum and Articles of Association will be the deciding document.

Changes in the Rules must be agreed at a General Meeting of the Association.


Jerry Appleyard, Chairman				Date
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MISSION STATEMENT
(This is not part of the Rules)


To support members of the Association and to promote good practice in the crafts of upholstery and soft furnishing.

AIMS AND OBJECTIVES
(This is not part of the Rules)


· To promote good and fair business practice and customer care by members

· To promote high quality workmanship and the use of the most appropriate materials available in the upholstery and soft furnishing trades

· To provide the best advice available and other help to Members within budget constraints

· To increase membership of the Association, without reducing the standards required of members

· To form beneficial links and affiliations with trade associations with similar interests both at home and abroad

· To support and promote training in the upholstery and soft furnishing fields and to encourage member companies to train new entrants to the trades

· To encourage the positive development of the crafts of upholstery and soft furnishing.

· To inform members of current legislation affecting their work and their role as employers.

· *To encourage members to adhere to current legislation.

THE RULES

Adopted at the AGM October 2021

NAME AND MEMBERS’ LIABILITY

(1) The name of the Association is

The Association of Master Upholsterers and Soft Furnishers Ltd. (including The Chair Frame Manufacturers Association)

(2) Financial liability of each member and director will be £5.00


ADMINISTRATION

The Board

(3) The governing body of the Association will be a Board of Directors.

(4) The Board will consist of twelve directors. There will be no more than twelve in total. In the event of there not being a full complement of twelve directors following elections at an AGM or as a result of resignations during the year the Board may co-opt additional directors to serve for the remainder of the year until the next scheduled AGM. Each elected director will serve for three years; co-opted directors need to be re-appointed by the Board annually.

The maximum number of Directors may be determined from time to time by Ordinary Resolution of the Company. 

(5) The Chairman may assign specific fields of interest to individual directors in which they will have the major and coordinating responsibility on the Board. These responsibilities will be reflected in titles given to directors such as Finance Director, Director of Training, Membership and Membership Services Director, Marketing and Website Director, Professional Standards Director and any others which the Chairman deems necessary. Apart from his or her overall responsibility, the Chairman will have specific responsibility for administration and staffing. Directors with specific responsibilities will be expected to report to the Board at any time on developments in their fields and to advise and assist the manager as necessary.

(6) The Association Manager will be an ex officio member of the Board with no voting rights.

Appointment of directors

(7) To be eligible for election to the Board, a candidate must be an Ordinary or Subscribing Member of the Association nominated by any member with whom he or she is not in business. If the number of nominated members exceeds the vacant Board places, the manager will organise a ballot of members at the next available General Meeting of the Association (normally the AGM). 

(8) Nominations for co-opted directors must be made by a serving director and will be subject to a vote by the Board.  Co-opted directors need not be members of the Association.

(9) The Chairman, Vice-Chairman and co-opted members are elected by the Board annually at an Extra Ordinary Meeting held immediately following the Association's Annual General Meeting.

(10) Only directors have the right to attend Board meetings, but the Board may invite anyone to attend and speak. They need not be members of the Association but whether they are or not, they will have no vote on the Board. The general manager of the Association (“the manager”) will normally attend Board meetings and take the minutes. The Chairman may, at his or her discretion, decide that any director or the manager should not be present for all or part of a particular Board meeting.

(11) The Chairman, or in his absence the Vice-Chairman, has authority to act for the Board on occasions where action requiring Board approval is needed urgently or in other instances where Board approval is needed between Board meetings for relatively minor and non-contentious action. Apart from instances of minor routine action, the Chairman must inform the Board subsequently when he has acted on their behalf.

(12) Should a Board Member fail to attend meetings for more than six consecutive months having been absent without permission of the directors during that period, the directors resolve that his office be vacated.


Board procedure

(13) The Board may formulate rules of procedure for its own meetings as well as for Ordinary, Extraordinary and Annual General Meetings, providing none of these conflicts with the Association's Memorandum and Articles of Association.

(14) The quorum necessary for the transaction of the business of the Board will be seven (including the Chairman or Vice Chairman). Where a quorum is not present, either in person or by virtual meeting, the meeting will be postponed for thirty minutes to wait for more members. If, after that time, a quorum is still not present, the meeting can proceed but no decisions can be taken, except if, in the opinion of the Chairman, the matter is one of extreme urgency. Any postponed decisions will be taken at the next Board meeting at which a quorum is present.

(15) Proposals made at Board meetings will normally be decided based on a vote of the directors at the meeting. In the event of a tie, the Chairman, or in his absence the Vice- Chairman, will have the casting vote. However, in deciding on a proposal, the Chairman may ask whether there are any abstentions or objections and if none are voiced, he may take the proposal as having been carried unanimously by the Board without there being a formal vote.

(16) Board decisions published in the Association's magazine or otherwise notified to members in writing or by electronic media will be binding on members, but any Board decision can be revoked at Ordinary, Extraordinary, or Annual General Meetings provided a motion to that effect receives the support of not less than seventy-five per cent of the members present and those voting by proxy.

(17) The Board shall meet at least four times a year or more frequently if necessary. Location or hybrid meetings (either in person or virtual meetings) will be decided by the Board.

(18) The Board will not impose on members any obligation which would be inconsistent with current UK law, or which would create unreasonable practical difficulties for all or some members.

a. The Association Manager will endeavor to provided members of the           Board with Minutes of Board Meetings within one month of the meeting.

b. A summary of Board decisions will be made available to members electronically or by specific request.

(19) Discussion at Board meetings in which individual members or others are named is confidential to those entitled to attend the meeting unless the Chairman expressly agrees to wider disclosure.  A redacted version of the minutes would be available for Association members if requested.

Committees

(20) The Board may establish ad hoc or standing committees and working parties to consider matters which it regards as unsuitable for full Board consideration. The terms of reference of such committees and working parties and their obligation to report back shall be formulated by the Board.

(21) The Chairman of the Board and the manager shall be ex-officio members of all committees and working parties. Others will be appointed by the Board on such terms and for as long as it considers necessary. They may be directors or other members or non-members of the Association whom the Board considers could contribute usefully.

President and Vice-President

(22) A President and Vice-President of the Association will be elected at each alternate Annual General Meeting for a two-year term.

(23) Provided there are no other nominations for President, the retiring Vice-President will be invited to take over the Presidency from the retiring President. However, nominations for both posts will be invited by the manager six weeks prior for them to be received at least two weeks before the meeting.  Any person holding current membership from one of the categories listed in Clause 44 of these rules may be nominated for election to the board by another such member with whom he or she is not in business. If there is more than one nominee for either post, a vote will be taken at the meeting and the manager will invite votes by proxy beforehand.

(24) The President shall represent the Association on occasions where it is considered appropriate. This and any other duties may be delegated to the Vice-President or any director.  Neither the President nor Vice President has the right to attend Board meetings but may be invited by the Chairman.

Honorary President

(25) The Board may, at its discretion, bestow the title of Honorary President on any person, member, or non-member. Only one person may hold the title at any time and the Board may, if it considers it has good reason to do so, withdraw the title at any time.

Officers of the Association

(26) A General Manager of the Association (“the manager”) will be appointed by the Board, which shall approve the selection procedure for the post and the terms and conditions of service.

(27) The manager will be responsible for the day to day running of the Association in accordance with the policy determined by the Board and these Rules. He or she will organise meetings of the Board, the Association's Annual General Meeting, and such other General meetings as the Board considers necessary. In carrying out his or her duties, he or she will consult members of the Board as necessary, work closely with them and abide by their instructions.

(28) The manager may engage such staff as he or she considers necessary subject to the approval of the Board. The selection process for staff and their terms and conditions of service must be approved by the Board.

Assessor/Verifiers

(29) The Board will appoint assessors/verifiers for the following purposes:

(i) To examine the quality of work and business practices for those applying for ordinary membership.

(ii) To advise on complaints against members from their customers and to appear as expert witnesses if these go to Court.

(iii) To assess training center’s seeking or already enjoying approval to run courses leading to AMUSF qualifications and those seeking or already enjoying the Association’s “Approved” status.

(iv) To assess the work of individual students taking AMUSF qualifications and to grade them accordingly.

(v) For any other purpose which might from time to time be decided by the Board.

(30) Remuneration and other terms of engagement of assessors will be determined by the Board.

Annual General Meeting

(31) An Annual General Meeting (AGM) will be convened by the Board at a location of its choice.

(32) All members will be entitled to attend the Meeting and shall be given at least twenty-one days’ notice of its date and location.

(33) Those entitled to vote at the meetings are Ordinary Members, Trade Supplier Members, Teacher Members, and Retired (subscribing) Members (see Rule 44). Honorary Members will be entitled to vote if the Board has given them that right. All those attending is entitled to address the meeting on any agenda item.

(34) The agenda will be determined by the Board but standing items are:

· To approve the Association's accounts.
· To appoint a President and Vice-President (alternate years).
· To appoint new directors.
· To approve any change in these Rules.
· To appoint accountants for the coming year.

(35) The Board may arrange for Ordinary or Extraordinary General Meetings (OGM's and EGM's) to be held at their discretion. Rules of attendance and voting will be the same as those of the AGM.

(36) An OGM will be held annually. For convenience, it will normally be held at the same place and immediately before the AGM, but this could be changed by the Board.



FINANCIAL ARRANGEMENTS

(37) The Association is run on a self-funding basis; any surplus funds are used for the benefit of the Association and its members. In addition to members' subscriptions, the Association can generate other income and incur expenditure in any way which is consistent with its aims and the Articles and Memorandum of Association.

(38) If any financial activity might encroach on the business interest of any member or group of members, the manager will consult those likely to be affected and in the light of this, seek the Board’s decision on whether to proceed.

(39) The Financial Year of the Association is 1 April to 31 March.

(40) The manager will arrange for the Association’s accountants, assisted by any other outside financial expertise engaged by the Association, for draft financial accounts to be prepared each year for approval by the Board.

(41) The Association’s accountants (or their appointed representative) will be required to present the accounts agreed by the Board to the Annual General Meeting with such commentary as they consider necessary.


(42) The Association will, at each Annual General Meeting, appoint a firm of Chartered Accountants to act for it for a year.  Retiring accountants shall be re-appointed unless:

(a) they have ceased to be qualified to act as accountants or have notified the Association of their unwillingness to be re-appointed; or

(b) a resolution has been passed by vote at the AGM to the effect that they should not be re-appointed and that alternative accountants should take their place. A proposal for any such resolution must be received at the Association offices in writing at least fourteen days before the scheduled date of the Annual General Meeting. On receipt of the proposed resolution the manager shall send a copy to the incumbent accountants.


ELIGIBILITY FOR MEMBERSHIP

(43) There shall be the following categories of membership:

Ordinary
Any business - whether sole trader, partnership, or limited company - engaged wholly or partly in the crafts of upholstery or soft furnishing shall be eligible for ordinary membership.  Ordinary members enjoy the full benefits of membership.

Trade Suppliers
Businesses supplying the upholstery and soft furnishing trades with goods or services will also enjoy the full benefits of membership.

Associates
This is a probationary membership intended mainly for recently qualified upholstery or soft furnishing students or apprentices who have gone on to work in these fields. But others working in these fields could also be eligible at the Board’s discretion. Associate members may be in business on their own account or employed. Being of a probationary nature, this type of membership lapses after three years but could, at the Board’s discretion, be renewed after that period in individual cases. These members enjoy the benefits of membership but not the right to vote at General Meetings nor to use the crest/logo.

Students
Students on AMUSF qualification courses have an automatic right to this category of membership. Other students could also be admitted if they were engaged on courses training them to become professional upholsterers or soft furnishers. Student members are entitled only to limited use of the Group Buying Scheme and to receive copies of the Journal.

Honorary
The Board may admit to Honorary Membership any person whom it considers will help the Association meet its objectives on such terms as it considered appropriate.

Retired (subscribing)
This category is open (on subscription) to any retired person who owned a business which was an Ordinary Member. They enjoy all the rights of non-subscribing retired members but additionally, they have the right to vote at General meetings of the Association, to limited use of the Group Buying Scheme, and to receive copies of the Journal.

Retired (non-subscribing)
Those retired members who choose not to pay a subscription will not enjoy the additional rights of subscribing retired members. They do however have the right to speak at General and Branch meetings of the Association and to attend social and other events. They can also contribute to the work of the Association and Branches as appropriate. They cannot however vote at General meetings nor be nominated as Directors (though they could be co-opted onto the Board). They can however be nominated for the posts of President and Vice-President.

Overseas
These are upholsterers and soft furnishers operating outside the UK who have expressed an interest in joining. They are not assessed and do not have the right to use the crest/logo. They have such limited rights as the Board may decide but in practice this would normally be limited to receiving the Journal.

The Following Membership Categories will be eligible to vote at AGMs:

	Ordinary, Trade Suppliers, retired (subscribing).

Applications for membership

(44) All applications for membership of the Association shall be made on the official form to Head Office. In handling these applications and accepting or rejecting them, the manager is acting for the Board and will present to each Board meeting a list of all applicants, giving his reasons for accepting or rejecting them.

(45) A company applying for Ordinary, or Trade Supplier membership shall inform the Association in writing of the name of its representative in dealing with the Association.

(46) The manager will pass applications for Ordinary membership to an assessor who will visit the applicant and advise the manager whether to accept the application.  The manager will advise the applicant accordingly.

(47) In areas where there is no assessor, the manager shall make whatever enquiries he or she considers necessary to assess the suitability of the applicant. Membership granted because of these enquiries will be on a probationary basis until an assessor can visit and make a proper assessment. But during this probationary period, all the rights and obligations will apply to the applicant.

(48) Straightforward applications for other categories of membership will be decided by the manager without recourse to an assessor. Proposals for Honorary membership will be determined by the Board.

(49) Any applications for membership which either the manager or the assessor do not regard as clear cut in terms of acceptance or rejection and applications which raise wider issues for the Association will be referred to the Director for members and membership services before a decision is made.

Rights and obligations of members 

General

(50) Members shall abide by decisions of the Board, observe the spirit and letter of these Rules, and do their utmost to help the Association meet its objectives.

(51) Members shall abide by any Code of Conduct or Practice adopted by the Association insofar as it is relevant to them.

(52) Ordinary and Associate members shall cooperate fully with the Association in handling customer complaints referred to it. They will follow any procedure for handling complaints made against them and any subsequent action as required by the Association.

(53) Ordinary and Associate members will be required to submit to the Association such periodical self-assessment and up-dating of information held about them or their businesses and to cooperate fully with any reassessment examination by an assessor as the Association deems necessary.

(54) Ordinary Members, Retired Members (subscribing) and Trade Suppliers all have the right to speak and vote at General Meetings of the Association.

(55) Other categories of members enjoy limited rights and may speak at General Meetings of the Association but do not have the right to vote.

(56) Honorary members will have such rights as the Board bestows on them individually.

(57) Ordinary Members and Trade Suppliers shall have the right to use the Association’s members’ insignia in accordance with the Rules governing their use or subject to additional legal contracts. Ordinary Members and Trade Suppliers who have a change of ownership do not have the right to transfer their membership without a prior visit by an AMUSF Assessor and the agreement of the Board.

(58) All members shall pay subscriptions as arranged on admission to the Association or as subsequently agreed with the manager.

Subscriptions

(59) Applicants for membership of the Association will be required to pay an entrance fee as determined by the Board, which will cover the assessment, however travel/accommodation expenses will be charged separately.  This is additional to the annual subscription.

(60) Every member shall pay to the Association the annual subscription as determined by the Board appropriate to their type of membership.  The Board may however determine that some members or categories of members will be exempt from subscriptions. The renewal date for subscriptions shall be 1st April.  All subscriptions will be paid by Direct Debit – either annually, quarterly, or monthly.

(61) Any member being more than 60 days in arrears of an agreed subscription payment or instalment, and not having responded to requests for overdue payments, shall be considered to have resigned from the Association. Application for re-admission will only be allowed after the manager has considered the circumstances and consulted the Finance Director.

(62) Any member wishing to resign shall give the Association written notice of his intention at least one calendar month prior to the annual subscription being due whether or not he or she pays by instalments. Where resignation occurs part way through the year, any payments already made in respect of the remaining part of the year will not be refundable. However, in cases where cessation of membership is caused by death, retirement due to illness, or severe financial difficulties, the manager may, in consultation with the Finance Director, approve the repayment of the “unused” part of the subscription.

Disciplinary

(63) Disciplinary action may be taken against any member not abiding by the letter or spirit of one or more of the Rules or acting in any other way which is inconsistent with the aims of the Association or which might otherwise bring it into disrepute. There will be three levels of action: a warning; suspension; or termination of membership or training centre approval.

(64) Where suspension/termination of membership or of training center approval is imposed, the member will have one month to remove from his/her website, stationery, and other promotional and display material anything which suggests that the organisation still enjoys its previous Association status. With termination of membership, this will include the complete removal of the name of the Association and its logo and crest. If training center approval only is withdrawn, the training center logo and any strap lines relating to AMUSF qualifications and training centers must be removed.

(65) Where a warning is given, a disciplinary panel (see Annex C) will decide what steps to take to ensure that the shortcomings leading to it are rectified.

(66) The procedure for taking disciplinary action is outlined in Annex C.


INSIGNIA

(67) The Board may authorise the design and production of crests, logos, insignias, or other symbols of the Association. These can be in whatever form or display material the Board considers would be most useful to the Association or its members.

(68) Such logos, insignias, and other symbols of Association membership can be displayed and used for promotional purposes by Ordinary Members and Trade Supplier Members. Any other indication of membership must be in a form which is consistent with the probity and good standing of the Association.

(69) The right to use any crest/logo or other indication of Association membership is limited to the business in whose name Association membership is registered. Any use by an associated or subsidiary business is forbidden. If membership of the Association is terminated or not renewed, then the use of the crest / logo ceases with immediate effect.

(70) No crest, logo, insignia, or other symbol of the Association may be used in any way which could represent a non-AMUSF qualification as an AMUSF qualification.

(71) The Crest of the Association is a registered Trademark. The Association may take legal action against any non-member (including past members) using it. The use of the Crest by past members must cease within one month of their leaving the Association.

TRAINING

(72) The Association may devise curricula for qualifications in upholstery and soft furnishing (AMUSF qualifications). Only training centres approved for the purpose (see Rule (75) below) may run these qualifications under such terms and conditions as the Association demands. Students wishing to take an AMUSF qualification course will have to register directly with the Association and pay the Association a registration fee.

(73) The work of each student will be examined by an assessor appointed by the Association at the end of the qualification course and a qualifying grade awarded. The grade will reflect the assessor’s opinion on how far the student has met the criteria and standard of work expected in the qualification syllabus.

Centers approved to run AMUSF qualification courses

(74) Approval of centers to offer courses leading to an AMUSF qualification is dependent on the satisfactory outcome of an initial and annual visits by an assessor. He or she will ensure that the center’s facilities and staffing satisfy objective criteria laid down and published by the Association and on the assessor’s being otherwise satisfied that the facilities and administrative practices provide satisfactory conditions for training in the crafts of upholstery and/or soft furnishing.

(75) An annual fee will be payable to the Association by the approved training center as a condition of approval. Approved training centers may display on promotional literature, websites and any signage a special Association logo with the strapline, “...is approved to run AMUSF qualifications”. They may not use any symbols of the Association on any literature, websites, signage, or certificates relating to non-AMUSF qualification courses.

COMPLAINTS RESOLUTION

(76) The Association will help in disputes involving complaints made against members by their customers. It will use its best endeavors to help the two parties reach an amicable solution without recourse to legal action.

(77) The Association may charge fees and expenses for the work involved in dealing with complaints at levels set by the Board and revised by them from time to time.

(78) There is a separate procedure for handling complaints by members against the Association.

(79) The procedure for dealing with complaints is described in Annexes A & B.


OTHER SERVICES FOR MEMBERS

(80) The Board may arrange for the provision of any services to members and for the publication of material of interest or benefit to them. Such services and publications may be provided directly by the Association or by others acting on their behalf. Publication may be by way of printed material, electronic mail, website, or other computer-generated communication. The cost to the Association of these services and publications will be met from subscription income if they are provided automatically to all members. Otherwise, any cost may, at the Board’s discretion, be charged to the individual members electing to receive them.

BRANCHES

(81) Groups of members within a locality may establish Branches of the Association.

(82) The constitutional, administrative or financial arrangements of Branches are not determined by these Rules. They are a matter for the Branch itself. However, a Branch described as an AMUSF Branch (or identifying itself in any other way as related to the Association) can only be established and remain in being with the approval of the Board.   The Board may withdraw its approval at any time if it considers that the continued identification of the Branch with the AMUSF is detrimental to the Association locally or nationally.

(83) Approval of a Branch (proposed or existing) will depend on the Board’s being satisfied that it will:

(a) act in a way which is consistent with the aims, good reputation, and general benefit of the Association and

(b) not be close enough geographically to an existing Branch to compete for membership and support.

(84) Branches existing at the time of the revision of these Rules already have the approval of the Board, but this could be withdrawn at any time if they were considered to be acting in any way contrary to Rule 84(a).




WORSHIPFUL COMPANY OF UPHOLDERS

(85) The Association will continue to foster its close relationship with the Worshipful Company of Upholders.

(86) A member or employee of a member of the Association is entitled and encouraged to apply for the Freedom of the Worshipful Company of Upholders and if successful, will be eligible to apply to become a Liveryman of the Company. Support for any application must be given by the Board. In the first instance, this should be sought from the Manager of the Association.


THE FELLOWSHIP

(87) The Fellowship of the AMUSF may be granted, subject to majority approval by the Chapter of Fellows and the majority of all the Fellows, to any Ordinary member or such other person who may merit the honor because of their service to the AMUSF or to the crafts of upholstery or soft furnishing.

(88) Those who may be considered worthy of the Fellowship must be nominated and seconded by existing Fellows to the Clerk of the Chapter for consideration by the Chapter of Fellows.


ALTERATIONS TO THE RULE BOOK

(89) Alterations to any Rule in this Rule Book must be approved at a General Meeting of the Association. If the Board decides that an alteration should not wait for such a meeting, it can give it immediate effect. In such cases, the alteration will normally be considered at the next AGM or OGM but if the Board considers it necessary an EGM must be held urgently to consider it.


VALIDITY

(90) Any activity of the Association, not prescribed by these Rules, shall be valid provided it is legal, does not conflict with the Association's Memorandum and Articles of Association, is intended to help meet the aims of the Association, and is approved by the Board.

ANNEXE A


Complaints against members by their customers 

Introduction

(i) Most complaints against members can be expected to be dealt with satisfactorily between the member and customer without the need for outside intervention. However, where a mutually acceptable outcome cannot be achieved, the Association is available to help. In such cases, it may be approached by the member or by the customer. Complaints come in a variety of guises. Most will concern the quality of a member's work but others might involve disputes over the final cost of the work (where, for example, extra work was done beyond the agreed initial estimate). Others might centre around a member's behavior. It could be alleged that he or she was rude to the customer. Obviously, if any alleged behavior was criminal (assault, sexual harassment etc.) the complainant would be advised to direct the complaint to the Police. Though the Association might want to look into such complaints subsequently for its own purposes, it could not handle them in the first instance.

Initial Action

(ii) Each complaint will be considered initially by the manager, consulting the Board as they consider necessary. Initial discussions will normally be informal and by telephone (but this could be varied if circumstances allowed it). Ideally, the complaint would be resolved in this way.

(iii) Where member requests help in resolving a complaint, the manager needs to decide whether the Association's intervention is necessary and appropriate. If, in his or her view, it is not, he or she will inform the member and explain why. Otherwise, he or she will explain the procedure to the member and seek his agreement to approaching the customer.

(iv) If a complaint comes from a customer, the manager will inform the customer that the matter will be put to the member. In the light of what the member says, the manager will assess whether the Association's intervention is called for and inform the disputing parties accordingly. Where the Association agreed to pursue the matter, it would first inform the customer that it could not take the matter further unless he or she put the complaint in writing, enclosing as much detailed information as possible including photographs. On receipt of this, the manager would ask the member to cooperate in judging the complaint. If the member was reluctant to cooperate, he or she would be reminded of the obligation under the Rules to do so. If the member still refused to cooperate, he or she would be told that the Association would formally request his or her cooperation in writing and that if it was not forthcoming, disciplinary action would be taken.

Procedure

(v) Where both parties fully cooperate in resolving a dispute which cannot be resolved informally, an assessor will visit the member and his customer. He will carry out such investigation as he considers necessary. If quality of work is the issue, this will involve examination of the piece of furniture but in other cases, depending on the nature of the complaint, he may wish to question the two parties or examine relevant documentation (written estimates and other correspondence). He will report back to the Professional Standards Director and the manager who will consider, with the assessor, whether the complaint is justified and if so, what recompense should be made to the customer. The manager will inform both parties in writing of their decision, giving reasons. The decision may be that there is no complaint to answer; that some financial recompense should be made to the customer; that further work needs to be done on the items of work; that the work should be completely re-done; or that the customer should have a full refund of what he or she has paid.

Appeals

(vi) If either or both parties disagree with the decision, they will be asked to say so in writing giving the reasons. The case will then be re-considered by the three people who made the original decision but acting as an appeals panel augmented by, and under the chairmanship of a director who practices in the type of work under dispute. The decision of this panel will be final and will be communicated in writing to both parties.

(vii) If the customer is the appellant and is unhappy with the outcome of the appeal but the member is willing to abide by it, further action rests with the customer. He or she may approach the local Trading Standards Department or take legal action. In either case, if the Association is called on to provide an expert witness, it will offer its assessor’s report (in whatever form is required) charging a suitable fee and expenses.

(viii) If, on the other hand, the member refuses to abide by the result of the appeal or if he or she did not cooperate in the earlier stages of the Association’s investigation (for example, in refusing to meet the assessor or not responding to requests for information), he or she will be warned by the manager in writing that continued non-cooperation will result in disciplinary action.

(ix) If the member does cooperate fully but the complaint reveals a serious shortcoming in the standard of his or her work or business practice, the manager will arrange for a re-assessment of his or her business to be carried out to determine whether his or her continued membership is justified or whether the situation could be improved by remedial action being taken as recommended by the assessor.

ANNEXE B

Complaints by members against the Association
(Other than appeals made under the Annexes A and C procedures)

(i) Any member having a grievance against the Association should, in the first instance raise it orally or in writing with the manager. If the complaint is specifically against the manager and the member does not wish to raise it directly with him or her, he should do so with the Chairman of the Board. This can be done by writing to him or her at HQ and marking the  envelope: “Private and confidential”

(ii) Every effort will be made to resolve the matter to the satisfaction of all parties informally but if this is not possible, the complaint will be formally considered by a panel consisting of the Chairman of the Board, the manager, and one other director. If it relates specifically to the manager, his place on the panel will be taken by another director. If it relates to the Association’s training function, the panel will be chaired by the Director of Training. The panel will call for whatever evidence it considers relevant and will invite the complaining member to submit evidence in person or in writing. The venue for the panel meeting will be decided by the panel chairman. The panel must meet within one month of the complaint being referred to it.

(iii) Within two weeks of its meeting, the panel, through its chairman will inform the member whether it upholds the complaint and if so, the remedial action to be taken to prevent a recurrence, and what recompense, if any, the Association will provide to the member.

(iv) The member will be informed while he or she may appeal in writing against the panel’s decision. An appeal would be considered by the Chairman of the Board, consulting, as he or she considered necessary, members of the panel. The result of the appeal, which would be final, would be given to the member in writing within two weeks of the Association’s receiving the appeal.

ANNEXE C


Disciplinary Action against members


(i) The severity of disciplinary action will depend on the seriousness of the offence. Minor infringements of the Rules and minor lapses in service will be dealt with by warnings on the understanding that remedial action is taken. If such action is not taken or for more serious breaches, Association membership or training centre approval/recognition may be withdrawn either permanently or temporarily.

(ii) A decision to withdraw or suspend membership will be taken by a panel consisting of (as chairman) the Professional Standards Director, the manager, and another director. For cases involving only withdrawal of training center approval/recognition, the panel will have a similar composition but will be chaired by the Director of Training. The member will be informed in good time that the panel will consider the case and he or she will be invited to defend his or her position in writing or in person before the panel. The panel will consider any other evidence it considers relevant (for example, from any assessor who had been involved). The decision of the panel will be given in writing to the member within two weeks of their considering the matter.

(iii) The member will be informed while he or she may appeal in writing against the panel’s decision. An appeal would be considered by the Chairman of the Board, consulting, as he or she considered necessary, members of the panel. The result of the appeal, which would be final, would be given to the member in writing within two weeks of the Association’s receiving the appeal.
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