
TRUSTMARK DISPUTES RESOLUTION PROCESS 
 

 

 

 

 

 

 

A Consumer has an issue with a TrustMark registered firm & communicates dispute 

Is Company TrustMark registered? 

Acknowledge dispute (within 48hrs) and 
redirect Consumer to: 

 

 Local Trading Standards 

 SCM 

 Appropriate Registering body i.e. FMB 
TM initiates Unauthorised Logo use if necessary 

Record dispute on  
“Disputes Log” 

Save emails & evidence 

Parties agree Parties disagree 

Seek Independent 
Legal Advice  

Dispute proceeds to 
SCM 

Dispute Resolved or SCM 
provide alternative options 
or adjudication is offered 

TrustMark receive 
regular 

updates/outcome 

 
Has the opportunity been given to put things right? 

 

NO YES 
Consumer allows Registered 

Firm to rectify issue – dispute 

is resolved 

Scheme Operator liaises with Consumer & 
Registered Firm 

Consumer has the option to use 
Resolver to open dialog with 

Registered Firm  
(TM receive email confirm from 

Resolver and log dispute – this will 
monitored) 

After X working days Resolver will 
send open disputes to the Scheme 

Operator for mediation 

Dispute is RESOLVED 

Within 2 working days, TrustMark will 
acknowledge and advise the Consumer 
to email/post all details & evidence or 

complete a ‘dispute form’. 
Receipt will be acknowledged with 2 

working days and case file sent to 
Scheme Operator.  (Consumer consent 

will be obtained) 

Calendar events will be 

created to monitor 

progression of dispute 

NO YES 

By 
Phone 

By 
Post 

Via  
Email 

Via 
“If things go wrong” 

Scheme Operator uses internal 

ADR process 

The consumer can 
continue to use 

Resolver through to 
ADR with those 

Scheme Operators 
using the platform (TM 
will receive updates for 
monitoring & statistical 

purposes) 

Dispute proceeds to TrustMark ADR  
Costs and process is explained to both parties 


