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1. About us  
 

 

 

 

 

 

 

Our Mission, Vision and Values  

Our Mission, Vision and Values, which lie at the heart what we do, and the way that we work 

with others, are:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our mission 

Provide the best dispute resolution 

service through engaged people 

driving excellence in customer 

service across the automotive 

sector 

 

Our Vision 

To be the Automotive 

Dispute Resolution Body 

 

Our Values 

Professonalism 
Integrity 

Effectiveness 
Openness 

Accountability 
Independence 

 

Our Mission 

Provide the best dispute 

resolution service through 

engaged people driving 

excellence in customer 

service across the 

automotive sector 
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2. Our role in the automotive sector  

 
The Motor Ombudsman has four principal functions within the automotive sector. They are 

as follows:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

❸ To identify issues in individual 

complaints and make 
 recommendations to improve     

complaints handling 

❹ To drive 

industry   
improvements 

❷ To resolve individual complaints 

❶ To promote, develop and operate self-regulation for 

the UK automotive industry, by raising standards and the 
quality of service 
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3. Our key imperatives 

 

Our six key imperatives that formed our strategy for 2017 are as follows: 

 

❶ To raise awareness amongst 

consumers and businesses of 
the service we provide

❷ To demonstrate our 

effectiveness to consumers, 
businesses and key 

stakeholders

❸ To deliver excellence in what 

we do 

❹ To increase our market share

and maximise coverage for 
consumers 

❺ To gain endorsement from 

industry, media, consumers and 
stakeholders

❻ To ensure the financial 

security of TMO
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4. Foreword from the Chief Ombudsman and 

Managing Director 

 
Following our transition from Motor Codes in November 2016, 

2017 was our first full year operating as the Ombudsman within 

the automotive sector. During these 12 months, awareness of 

The Motor Ombudsman grew significantly amongst motorists and 

businesses, presenting us with new opportunities and 

challenges. Overall contacts increased by 48% year-on-year to 

42,553, matched by a 49% rise in the number of cases. In order 

to meet the level of demand for our services, we streamlined our 

internal processes and expanded our organisational structure 

and capabilities, thereby enabling us to continue to provide a 

high level of service to both consumers and accredited businesses.  

We also looked to enhance the protection we provide to consumers by expanding our 

automotive Code of Practice portfolio. Joining our Service and Repair, New Car and Vehicle 

Warranty Products Codes, we introduced the Vehicle Sales Code. This Code covers the 

purchase of both new and used cars and received full approval from the Chartered Trading 

Standards Institute (CTSI) at the beginning of 2017. Consumers can now be confident that 

businesses who are accredited to The Motor Ombudsman are working to the highest quality 

standards across the entire vehicle buying and ownership cycle. The Vehicle Sales Code 

accounted for the biggest proportion of our workload. Versus the year before, we 

experienced a 130% growth in consumer contacts, plus a notable 300% upsurge in the 

volume of cases handled within this Code, thus reinforcing our decision to introduce a Code 

of Practice in this area.  

In May, the Ombudsman Association’s Service Standards Framework came into effect, 

providing a ‘roadmap’ to raise our own performance and to continually improve the service 

that we provide to both consumers and businesses. We have taken many positive actions 

against each of the measures contained within the Framework, and this will remain a core 

focus in the coming year.   

With the majority of vehicle manufacturers, warranty providers and OEM franchise dealer 

networks part of our accredited network, expanding the number of independent garages 

accredited to us remains a key priority to ensure that our services are available to the 

highest number of consumers across the UK.  

The next 12 months are set to be a period of growth for our organisation as we seek to build 

our position as the automotive dispute resolution provider. Significant investment in our staff 

and IT systems, which will continue in 2018, has laid the foundations for future efficiency 

improvements, speeding up the time taken to resolve cases as well as providing a rich 

source of data to assist accredited businesses in improving both the quality of their products 

and customer service. 

 



The Motor Ombudsman Annual Report 2017 

7 

 

5. 2017 numbers at a glance 

 

 

 

 

 

 42,553 contacts received from 

consumers and businesses (the 

equivalent of 116 every day of the 

year) 

 +637,000 unique visitors 

to our website 

 +250,000 Garage Finder 

searches on our website 

 +£25 million worth of 

media coverage 

  2,214 cases raised by our 

adjudicators  

 132% increase in the volume of 

Vehicle Sales Code consumer 

contacts versus 2016 

 40% of car owners are aware of 

The Motor Ombudsman   

 84% of motorists would feel 

more confident in using a 

business knowing that they are 

TMO-accredited  

 3,810 requests for information 

from consumers and businesses  

 1,851 Service and Repair Code 

consumer contacts (a year-on-year 

increase of 7.7%) 

 450 more consumer contacts 

about breaches of the Vehicle 

Warranty Products Code versus 2016  

 12,545 more consumer contacts 

relating to our Codes of Practice than 

in 2016 (an overall rise of 48%)    

 61 final decisions by our 

ombudsman which related to the 

New Car Code (a year-on-year 

increase of 126%)  

 415 pieces of coverage in the 

media about The Motor Ombudsman   
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6. 2017 activity highlights by month 

 

 

 

 

 

 

 

 

 

 

 

 

January February March

April May June

July August September

October November December

Our Stage Two CTSI 
Vehicle Sales Code 
certification was officially 
presented to TMO by 
Baroness Crawley. 
We appointed a digital 
communications agency.  

 
 

 

We were invited to attend a 

BEIS workshop assessing 

the consumer landscape 

ahead of a consumer green 

paper regarding the future 

direction of ADR. 

 

 

Jon Walters of Citizens 
Advice and Judith Turner, 
Head of ADR for The 
Furniture Ombudsman, 
joined our ICAP Panel. 
The Vehicle Sales Code 
generated the highest level of 
contacts and cases in Q1. 

 

 
dith Turner, Head 

of ADR for The 
Furniture 
Ombudsman. 

We launched our digital 
advertising and social 
media programme for 
2018. 
 
 
 

 

We witnessed a substantial 

80% rise in the usage of our 

online vehicle recalls tool.    

The Ombudsman 

Association’s Service 

Standards Framework came 

into effect.  

 

 

 

MotorEasy joined our 
Vehicle Warranty Products 
Code.  
We launched our 
“StayCoolThisSummer” 
campaign with a story in the 
media on the causes of in-car 
arguments. 
 
 
 
 

 

Our annual consumer 
brand awareness survey 
revealed that 84% of 
consumers said that knowing 
a business was accredited to 
us would make them feel 
more confident in choosing 
them for a service or repair.  
 
 
 
 

 

The Vehicle Sales Code 
records 10,000 contacts 
during the first eight months 
of 2017 with a monthly 
average of around 1,100.  
Fiat Professional joined 
our New Car Code.   

 

We achieved the 
prestigious Investors in 
People Silver standard. 
We launched our New 
Driver Guide to help those 
that have just passed their 
test with buying and servicing 
a vehicle. 

 

We reported that 9,400 
contacts were received from 
consumers between July and 
September (Q3). 
We recruited a new 
Business Services 
Manager to oversee 
subscriber relationships.  
 
 

 

We celebrated one year of 
The Motor Ombudsman. 
We launched our winter 
campaign centered around a 
vehicle maintenance 
checklist for motorists.  
Our four Codes of Practice 
passed CTSI’s annual audit. 

 

We closed the year with a 
record 42,553 contacts and 
2,214 cases. 
We recruited three new 
customer service advisors 
and an adjudicator in 
response to higher demands 
placed on our ADR service. 
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7. Our priorities for 2018 

Looking forward, our core areas of focus for next year are as follows: 

 

 

 We will look to increase the volume of consumers and businesses that recognise The 

Motor Ombudsman as the automotive sector’s “Quality Mark” and the authority for resolving 

motoring-related disputes. This will be primarily achieved through ongoing PR and marketing 

campaigns, the attendance at industry trade shows, and continued investment in our digital 

advertising and social media programme. 

 

 

 We will look to increase the number of businesses accredited to our four Codes of 

Practice, with a specific focus on growing the volume of independent garages and niche 

vehicle manufacturers, thus providing consumers with an even wider choice of TMO 

Accredited businesses across the UK.  

 

 

 We will look to achieve this through the following principal means:  

 By making our processes and working practices more streamlined and efficient to deliver 

faster case outcomes and final decisions for consumers and businesses; 

 By providing consistent and regular engagement with our accredited businesses;  

 By supplying market and individual insight to the industry, best practice guidelines and  

marketing opportunities for businesses, as well as annual performance reports detailing 

our activities;  

 By establishing a new case studies section on our website to show how adjudication 

outcomes and final decisions have been reached across our four Codes of Practice for 

the purpose of transparency;  

 By continuing to source and increase the volume of testimonials on our website to 

illustrate how our service has been effective for businesses and consumers; and  

 By delivering webinars to our accredited businesses to reinforce the value of the services 

provided by The Motor Ombudsman.    

 

 

 

 

 

❶ To raise awareness of The Motor Ombudsman amongst businesses and 

consumers in the UK 

❷ To grow the number of businesses accredited to us in order to provide 

increased market coverage for consumers across the UK 

❸ To demonstrate our effectiveness as an ombudsman and communicate 

the value of what we offer to businesses and consumers 
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 As a member of the CTSI’s Consumer Codes Approval Scheme (CCAS), we will continue 

to engage with our accredited businesses to encourage them to introduce our online “Smart 

Badge” on their website. This is so that they openly endorse the fact that they are accredited 

to The Motor Ombudsman and a CTSI-approved Code of Practice (refer to section 6), whilst 

championing the importance of what we do and providing consumers with the peace of mind 

of knowing the business they are using is accredited to TMO. 

 

 

 To ensure we can continue to provide a free of charge service to consumers, we will 

continue to identify additional revenue streams and manage our budget effectively in line 

with our long term strategy. This will allow us to develop our service according to customer 

demand and ensure the long term security of our business.  

 

 

 We will look to continue to provide an environment which attracts, develops and retains 

the best talent, and maintain our ongoing commitment to delivering best-in-class service 

levels to consumers and businesses.  

 

 

 

 

 

 

 

 

 

 

❹ To gain endorsement of our activities from our key stakeholders (e.g. the 

Chartered Trading Standards Institute) 

❺ To ensure the financial security of The Motor Ombudsman 

❻ To deliver excellence as an organisation 
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8. Consumer contact volumes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Service and 

Repair Code +1,851 (21%) 

Vehicle Sales     

Code  
16,780 +9,542 (132%) 

New Car    

Code 
9,104 9,806 +702 (7.7%) 

Vehicle 

Warranty 

Code 

844 1,294 +450 (53%) 

9,012 10,863 

7,238 

2016 volume 2017 volume 

Annual increase / 

decrease 

16,780 

Service and 

Repair Code 

Vehicle 

Sales     

Code  

+1,851 (7.7%) 

New Car 

Code 

Vehicle Sales     

Code  
16,780 +12,545 (48%) 26,198 38,743 TOTAL 
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Analysis - key points: 

 The Motor Ombudsman handled a total of 42,553 contacts in 2017 (including 3,810 

requests for information from consumers and businesses), up 48% from 28,853 in 2016 

(which also includes 2,625 requests for information from consumers and businesses) 

 

 Vehicle Sales contacts witnessed the biggest growth during the year, with a total of 

16,780 recorded during 2017, up 132% on that seen during 2016 (7,238) 
 

Where the consumer contacts came from 

The table below shows a comparison of the main reasons for consumer complaints in 2017 

versus the year before.  

 
2016 

 

 
2017 

 
Change 

Issue Code 
type 

Issue Code 
type 

 

 
❶ Standard of work (16%)  

 
S&R 

 

 
❶ Vehicle purchase quality (30%) 

 
VSC 

 
   +22% 

 
❷ Replacement parts (14%) 

 
NCC 

 

 
❷ Standard of work (13%) 

 
S&R 

 
 -3% 

❸ Advertising (13%)    NCC 
 

❸ New car advertising (9%) NCC      -4% 

 
❹ Warranty (11%) 

 
NCC 

 

 
❹ Staff competency (5%) 

 
S&R 

 
- 

 
❺ Vehicle purchase quality (8%) 

 
VSC 

 

 
❺ Vehicle sales process (5%) 

 
VSC 

 
- 

 

Analysis - key points: 

 As the Vehicle Sales Code was only live for a relatively short period in 2016, the quality 

of a new or used vehicle at the point of purchase was only the fifth largest source of 

contacts. However, in the Code’s first full year of operation, it became the biggest 

consumer issue during 2017, accounting for just under a third of complaints 

 

 Concerns about the standard of work provided by a business have decreased slightly, 

accounting for 13% of complaints in 2017 versus 16% in 2016  

 

 Potentially inaccurate advertising relating to a new car remained the third most 

promininent issue for consumers year-on-year, but nevertheless showed a reduction in 

thr proportion of consumers raising this subject in 2017 (9% versus 13% in 2016) 

 

 Problems relating to the competency of staff and the vehicle sales process have entered 

the top five issues for consumers for 2017 compared to a year earlier 
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9. Adjudication case volumes  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

New Car 

Code 

2016 volume 2017 volume 

Annual increase / 

decrease 

Service and 

Repair Code 
557 573 +16 (3%) 

New Car 

Code 581 626 +45 (8%) 

Vehicle 

Warranty 

Code 

64 71 +7 (11%) 

Vehicle 

Sales     

Code  

285 944 +659 (231%) 

Vehicle Sales     

Code  
16,780 +727 (49%) 1,487 2,214 TOTAL 

  

up 231% (659) on 2016 
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Analysis - key points: 

 2,214 consumer contacts progressed to a case for adjudication in 2017  
 

 The escalation ratio from a contact to a case was 6%, the same as that seen in 2016 a 
statistic that we will look to improve upon in 2018 

 

What the cases were about  

 The breakdown of the main case subjects by Code handled by The Motor Ombudsman 
throughout 2017 can be seen in the following tables:   

 

Vehicle Sales Code  

Breach Percentage of Vehicle Sales Code 
cases 

The quality of a vehicle at 
point of purchase 

64% 

The vehicle sales process 11% 
Advertising   6% 
The provision of finance  6% 
Issue with a used vehicle  5% 
Aftersales 4% 
Issue with a new vehicle  2% 
The provision of a warranty 1% 
Complaints handling 1% 

 

New Car Code  

Breach Percentage of New Car Code           
cases 

Vehicle warranty  43% 
Advertising 33% 
New car provisions 15% 
Parts delays 5% 
Complaints handling  4% 

 

Service and Repair Code 

Breach Percentage of Service and Repair  
cases 

Standard of work 54% 
Approach of staff 21% 
Booking in of a vehicle 20% 
Billing process 2% 
Advertising 2% 
Complaints handling  2% 
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Vehicle Warranty Products Code  

Breach Percentage of Vehicle Warranty   
Product cases 

Point of sale material 44% 
Claims handling  26% 
Clarity of information 25% 
Advertising  5% 

 

Analysis - key points: 

 The quality of a vehicle at the point of purchase generated the highest proportion of 

cases for a Code of Practice. This was followed by the standard of work which was the 

subject of just over half of Service and Repair Code breaches (54%) 

 

 The complaints handling process used by a garage tended to cause the smallest 

proportion of breaches of The Motor Ombudsman’s Codes of Practice (ranging between 

one and four per cent) 
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10. Ombudsman final decisions 

 

 

 

 

 

 

 

 

 

 

 

Analysis - key points: 

 In line with the significant increase in the volume of contacts and cases, the Vehicle 

Sales Code also witnessed the highest proportion of final decisions in its first year of 

being live 

 

 This was followed by the New Car Code which saw a doubling in the quantity of 

ombudsman final decisions compared to those issued in 2016  

  

New Car 

Code 

Service and 

Repair Code 
57 59 +2 (3.5%) 

New           

Car Code 27 61 +34 (126%) 

Vehicle 

Warranty 

Code 

4 4 - 

2016 2017 

Annual increase / 

decrease 

Vehicle 

Sales     

Code  

25 97 +72 (288%) 

Vehicle Sales     

Code  
16,780 +138 (49%) 93 221 TOTAL 
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11. Case outcomes 
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12. Annual consumer and business survey results 

Every year, The Motor Ombudsman conducts surveys of consumers and businesses as a 

measure of awareness and the satisfaction of the service that the organisation provides.  

Consumer brand awareness survey highlights 
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Business survey highlights 
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13. Consumer complaints about our service 
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14. Consumer testimonials about The Motor 

Ombudsman 
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15. Accredited business compliance  

Business expulsions and penalty points  

 

Display of the CTSI ApprovedCode 

logo   

 

 

 

 

 

 

 

 

 

 

 

 

Training modules to 

adhere to the law 

 

Bespoke webinars  
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16. Compliance with the Ombudsman Association’s 

Service Standards Framework 

The Ombudsman Association’s Service Standards Framework came into effect in May 2017. 

It provides a ‘roadmap’ that members of the OA, such as The Motor Ombudsman, can use to 

raise their own performance, embed good practice in their organisation, and demonstrate the 

quality of the service they offer. In meeting these standards, they can be more effective in 

supplying both individual redress and improving the service of organisations complained 

about. 

The Framework provides five measures for members that specifically relate to the service 

that they provide to both complainants and the organisations being complained about.They 

are as follows: 

❶ Accessibility; 

❷ Communication; 

❸ Professionalism; 

❹ Fairness; and 

❺ Transparency. 

 
Where are we against the Ombudsman Association’s Service Standards Framework? 

In 2017, The Motor Ombudsman has undertaken the following actions in-line with the five 

measures detailed in the Ombudsman Association’s Service Standards Framework.  

 
 

❶ Accessibility 

 
 

 
 We have introduced a vulnerability policy to promote 

awareness and tailor our ADR service to meet the needs 
of our users 

 We have ensured that all adjustments have been made 
to accommodate vulnerable customers on a case-by-
case basis 
 

 
 

❷ Communication 

 
 

 
 We have introduced regular reviews of the information 

provided to consumers 
 We have focused on communications being in plain and 

clear language 
 

 
 
 

❸ Professionalism 

 
 

 
 We have developed a new competency framework to 

identify internal staff training needs 
 We introduced an improved and comprehensive training 

programme for new and existing staff 
 We increased our level of engagement with accredited 

businesses to share learnings and drive up industry 
standards 
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❹ Fairness 

 
 

 
 We changed the way we record case outcomes to 

provide more in-depth data of the decisions we make 
 We strengthened quality processes to ensure impartial 

and consistent decision-making 
 We presented an increasing number of cases and 

service complaints to ICAP to provide external scrutiny 
 

 
 

❺ Transparency 

 
 

 
 We developed a conflict of interest policy 
 We started regularly publishing case studies on our 

website to provide business, consumers and the media 
with an overview of the outcomes and final decisions 
that we have reached during the previous month 
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17. The Motor Ombudsman Accounts: Finance 

Report 

Extract from the Accounts for The Motor Ombudsman Limited 
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Summary of accounts: 

These summarised accounts may not contain sufficient information to allow for a full 

understanding of the financial affairs of the Company. For further information, the full 

accounts, including the unqualified auditor’s report on those accounts and the Directors’ 

Annual Report, should be consulted.  

Copies of these can be obtained from The Motor Ombudsman Limited, 71 Great Peter St, 

London SW1P 2BN. 

The financial statements were approved by the Board of Directors and authorised for issue 

on 27 September 2018 and were signed on their behalf by Mr W H Fennell, Managing 

Director of The Motor Ombudsman.  

Company Registration No. 06517394 
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Appendices 
 

 

 

 

 

 

 

 

 

These appendices are extracts from the full Motor Ombudsman’s Independent 

Compliance Assessment Panel (ICAP) Annual Compliance Report 2017 which is 

available to view and download on TheMotorOmbudsman.org. 
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A1. The Motor Ombudsman’s Alternative Dispute 

Resolution process 
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A2. Benefits of The Motor Ombudsman for 

consumers and businesses 

 

 



The Motor Ombudsman Annual Report 2017 

31 

 

A3. Code of Practice performance summary  
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Service and Repair Code 
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New Car Code 
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Vehicle Warranty Products Code  

 

 

 

 



The Motor Ombudsman Annual Report 2017 

35 

 

Vehicle Sales Code  
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A4. Management of cases  
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A5. Case studies - adjudication outcomes and final 

decisions 

Service and Repair Code cases  
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New Car Code cases  
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Vehicle Sales Code cases  
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Vehicle Warranty Products Code cases  
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Contact 

Write to us: 

The Motor Ombudsman 

71 Great Peter St 

London SW1P 2BN 

 

Call us: 

Information Line: 0345 241 3008 

 

E-mail us: 

business@tmo-uk.org 

 

Find us: 

 

Web: www.TheMotorOmbudsman.org 

 

Follow us: 

 

@Motor_Ombudsman 

 

 

    www.facebook.com/TheMotorOmbudsman 

 

  

https://uk.linkedin.com/company/the-motor-ombudsman 

http://www.themotoromb/

