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Dear enquirer
Request for conciliation
The purpose of this letter is to clarify our role and responsibilities in relation to your complaint.

What can you do to resolve a dispute?

Step 1

Many problems arise because of misunderstandings or a breakdown in communication and can often be resolved by direct discussion.  If you have not already done so please write to the other party concerned setting out your problem and, or, ask for an opportunity to discuss the complaint.  If you arrange to meet the other party, try to speak to a senior member of staff who has responsibility for customer service or complaint handling.  You should ensure that you keep copies of any letters send a record dates of any meetings you have, along with the names of the people present and what was discussed and agreed.

Step 2

You may already have reached the position where direct contact with the other party has failed to provide a satisfactory solution and want to take the matter further.  The National Caravan Council operates a free conciliation service but before you take this next step it is important for you to understand what this service can offer you.

What can we do to help you?

The Role of the National Caravan Council

The National Caravan Council (NCC) is the representative body for businesses trading in the UK caravan and motorhome industry.  The National Park Homes Council (NPHC) is the specialist division of the NCC that represents businesses operating in the residential park homes industry.  The NCC is a not-for-profit organization covering all sectors of the industry from manufacturers, dealers and distributors to parks and suppliers.

Our mission is to represent the collective interests of the UK caravan, motorhome and park home industries and to continually improve industry standards of technical and commercial excellence through services delivered by competent professionals.

It is not compulsory for a business operating in the industry to be a member of our association or any other trade association.

The Scope of the National Caravan Council’s powers

The conciliation service aims to restore communication between the parties concerned to enable them to resolve their differences.  It does not attempt to mediate, arbitrate or make a judgement on the issues presented as we have no legal remit to do so.  Please note that the conciliation service does not affect your statutory rights.

There are many circumstances where the conciliation service can assist you resolve your difficulties but we are unable to offer the service in any of the following situations.

Where the dispute of problem concerns:

· A company who is not a member of The National Caravan Council or The National Park Homes Council

· Pitch fees

· Manufacturer’s Warranties

· An issue already being dealt with by another trade association in the caravan or park home industry

· An issue already being dealt with by criminal law, or already in progress under civil law including the Sale of Goods Act

· Something where you have sought, or are seeking legal assistance, for example through a solicitor

How to start the conciliation process

Step 3

If you wish to proceed with the conciliation process please fill in the enclosed form ensuring you provide all the relevant details and copies of relevant correspondence relating to the dispute.

· Write clearly in black ink

· Do not write too closely to the edge of the paper to allow photocopying

· Complete all sections

· Sign the form

What happens next?

Upon receipt of the completed conciliation form we will send you an acknowledgement.  The form will be reviewed by the Policy Director, checked for completion, and to ensure that the dispute falls within the remit of the scheme.  Details of the dispute will then be sent to the relevant member with a formal request for their comments.  Any further enquiries will be made by the Policy Director and a copy of the member’s final response sent to you.  We hope at this point that the dispute can be resolved to your satisfaction and communication between yourself and our member restored.  Our aim is for you to receive a status report within one month of us receiving your conciliation form and a final report within three months.

If you are still unhappy after the Conciliation process

Step 4

If at this point the matter remains unresolved you may wish to consider applying for independent arbitration using one of the three special schemes, operated on our behalf by The Chartered Institute of Arbitrators.

These relatively low cost schemes cover general matters concerned with holiday caravans as well as issues not covered by our conciliation scheme relating to Holiday Caravan Pitch Fees  and Residential Pitch Fees.  Copies of the forms can be obtained by writing to the Director General at

National Caravan Council Ltd

Catherine House

Victoria Road

Aldershot

Hampshire

GU11 1SS

Other useful sources of advice

Depending on the nature of your complaint you may wish to seek independent advice from the Citizens Advice Bureau or the Trading Standards Office.  You can also contact Consumer Direct on 08454 04 05 06 or look at their website www.consumerdirect.gov.uk.

We hope that the above information has been helpful and that you now have a better understanding of the next steps you should take to resolve your problem.
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