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Enquiries on report contents should be addressed to Chris Weeks, Executive 

Director at the above address. 

Introduction 

This report reviews the operation of our Code of Practice. All information within this 

report relates to the period 1 March 2018 to 28 February 2019. Future reporting 

periods will run annually from 1 March. This report is available on request and via the 

NBRA website, (www.nbra.org.uk); copies are distributed to consumer organisations 

and others. 

 

Disciplinary Panel 

Should a disciplinary matter arise where intervention is required to act on the 

member, the NBRA make use of the NBRA Executive Committee. We carefully put 

the case across to our committee to ensure we do not mention any business 

information to ensure the opinions and outcomes are based on the evidence and 

facts and to ensure that an impartial view of the matter is considered. 

There has never been a need for the panel to convene, although the Disciplinary 

Procedure is discussed in Executive Committee Meetings – testament to the quality 

of work undertaken by NBRA members, the membership inspection regime to which 

they voluntarily submit which ensures they are monitored in terms of their premises, 

equipment, technical training, customer care and operation of the NBRA Code of 

Practice and to their individual ability to quickly remedy any problem, as it arises, to 

their customers satisfaction. 

 

Code of Practice Periodic Review 

The Code of Practice was last reviewed and approved by CTSI in June 2017. The 

NBRA Code of Practice is shown on the website www.nbra.org.uk  

The previous review of the code was due to the repairer members of the VBRA and 

the repairer members in the association formerly known as National Association of 

Bodyshops, merging and unifying into a single association, National Body Repair 

Association.  

Complaints and Conciliation 

NBRA provides access to a free Conciliation and access to low cost Arbitration 

service. Sanctions in the event of a breach of the Code are detailed in the Code 

wording. Consumers are kept informed of the progress of their complaint. 
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For the period 1 March 2018 to 28 February 2019 the number of cases referred to 

Conciliation was 3. All 3 cases came directly from the complainant, (customer). 

 

Of these 3 cases: 

3 did not progress or were withdrawn 

 

The total number of complaints as a proportion to total repairs carried out by NBRA 

members is miniscule, demonstrating, yet again, an over-all extremely high level of 

satisfaction amongst customers with the services and workmanship provided by 

NBRA members. 

More details can be made available through the National Conciliation Service who 

act as our provider of ADR and to ensure that the NBRA remains impartial towards 

customers. 

 

Monitoring of Customer Satisfaction 

NBRA operates a generic CSS, facilitated by an online review through our website, 

www.nbra.org.uk (Appendix A). While we encourage members to use this service, it 

should be noted that: 

• Many members have in place, instead, one or more similar and competing 

schemes which take precedence over use of the generic model. 

• NBRA does not monitor CSS performance under alternative schemes, many 

of which are subject to contractual or non-disclosure agreements. 

• NBRA does not measure the number of repairs carried out by its Members, 

although the number of repairs carried out by Members in the period is 

considerable. We cannot therefore estimate the proportion of those repairs 

that are subject to either NBRA or alternative Customer Satisfaction 

Schemes. 

• We do not monitor the number of Survey Cards, (third party), or requests to 

leave a review online issued by Members. Distribution methods vary from; 

attachment to invoice, leaving in vehicles, issuing on collection or being made 

available at request from reception. Complaints reaching us which initiate 

Conciliation are passed directly to the NCS and not, in the main, through the 

review. We remain firmly of the opinion that customers are not failing to make 

a complaint on the absence of a review. 

 

We encourage our members to notify their customers of the review facility, but 

customer response cannot be mandated. We draw the inference that dissatisfied 

customers are more likely to leave feedback than satisfied customers. The format 
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of the review does not seek positive feedback; it requests customers leave 

positive and/or negative feedback in the form of “pros” and “cons” together with a 

5 star rating for; work, staff, value and atmosphere. 

 “complaint/dissatisfaction” should therefore be viewed in this light 

 

The response rate in 2018 for the review facility has been low, but the show 

similar patterns to those exhibited in previous years. 

Observations: 

Work: 100% (5/5 Average) 

Staff: 100% (5/5 Average) 

Value: 87.5% (4.3/5 Average) 

Atmosphere: 85% (4.2/5 Average) 

 

Not all dissatisfaction requires Conciliation. Where a “con” is recorded customers 

frequently qualify their answer (e.g stating that the vehicle was not ready at the 

agreed time, but the business informed me of the changes and kept me up to 

date) The is still regarded as a “con” answer and may not be a true reflection of 

the customer satisfaction. 

 

NBRA members perform well in work, staff, value and atmosphere.  

 

Code Compliance Checks 

NBRA operates a system of check prior to acceptance into membership and 

periodically thereafter via Area Managers who interact directly with Members face 

to face. Initial and ongoing compliance discussions emphasis the obligations to 

be accepted and complied with regarding code approval. 

 

On site audits are undertaken to police compliance with NBRA’s high standards 

of which code compliance is a small element only. 

 

Code inspections address member awareness of the Code and their 

responsibilities thereunder (Appendix B). The Code is also available via the 

NBRA Website.  

 

Some members are precluded from displaying the NBRA and CTSI Logos under 

commercial agreements with their principal work providers. We acknowledge 

each member enterprise to be an individual business which consequently may 

choose what to and what not to display. In the spirit of approval requirements, we 

strongly encourage the display of relevant, correctly positioned signage.  

 

It should be further noted that not all members qualify or have not yet been 

audited for the Code Approval. Those members who do qualify are clearly 

identified on the website by displaying the NBRA and CTSI combined Logo as 

part of their profile. 



 
 

 

NBRA’s essential interest is that members comply with the Code for consumer 

protection purposes. 

 

Where a compliance inspection highlights areas requiring action or improvement 

these matters are taken up and remedied on the spot by the NBRA Area 

Manager. 

 

We are targeted to carry out formal Code inspections on a third of qualifying 

members annually. In the period covered by this report 103 audits were 

completed. 

 

Membership Changes 

NBRA updates the CTSI and supporting websites with withdrawals from and 

additions to membership. Protocols are in place to warn withdrawn members the 

CTSI and NBRA signage must be removed from display. Any instances of 

continuing non-compliance with instructions to remove signage are referred to 

local Trading Standards Offices. 

 

Summary 

The NBRA see the benefit of having a Code of Practice to benefit consumers. 

CTSI Approval enhances members’ existing dedication to quality and service and 

is seen as a positive benefit to all concerned. 

 

The Code of Practice underpins governance of the interaction between customer 

and repairer and seeks to ensure, on the rare occasions something might go 

wrong there is a workable customer facing mechanism to quickly put matters 

right, to the satisfaction of all parties. 
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