
Complaint received

Has member's formal complaints 
process been followed?

Evidence gathered, case file created, 
14 days for the case to be reviewed

Mediation

Outcome

Further advice provided where consumer 
can escalate, possibly small claims court.

End

NAJ Resolve 

Parties agree

NAJ Resolve

naj.co.uk

Admin fee paid

Is it eligible?

YES

YES

YES

NO

NO

NO

Go back to member or contact 
Citizens Advice, Trading 
Standards or legal route


