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1. General
1.1. The aim of the Dispute Resolution Procedure is to permit the fair and rapid resolution of any disputes that may arise between Members or between a Member and a consumer.

1.2. AIPP Business Members and Franchise Members are bound by means of their membership of AIPP to agree to resolving disputes by reference to this Dispute Resolution Procedure if the other party to the dispute so requests.

1.3. All Business Members and Franchise Members of AIPP shall draw the attention of a potential buyer to the existence of the Dispute Resolution Procedure at the outset of their relationship and, once again, if a complaint or dispute arises. 

1.4. The Dispute Resolution Procedure is not applicable to AIPP Associate Members.

2. First stage: raising a complaint to the AIPP Member

2.1. The complaint must first be raised directly with the Member in writing.

2.2. All reasonable efforts should be made to resolve the dispute through the Member’s in-house complaints procedure.

2.3. If the dispute cannot be resolved directly between the parties, it may be referred to AIPP.
3. Second stage: raising a complaint to AIPP
3.1. The complaint must be submitted to AIPP in writing, clearly identifying the matter in dispute and the names of the parties involved.

3.2. The complaint will be recorded in the Register of Disputes and if necessary to do so, steps will be taken to clarify the issues raised.
3.3. If AIPP is unable to help resolve the dispute by facilitating discussion between the parties, after a period of 21 days the dispute shall be referred to independent arbitration as set out below.
4. Third stage: Arbitration
4.1. Disputes arising between an AIPP Business or Franchise Members and a consumer that involve a sum less than £30,000 shall be referred to the Arbitration Scheme for the Association of International Property Professionals Ltd (‘The Scheme’).
4.2. Disputes arising between AIPP Members, or, between a Member and a consumer over a sum greater than £30,000 shall be referred to ad hoc independent arbitration.
4.3. In such cases the Arbitrator shall be chosen by agreement between the parties or, in the absence of agreement, the Arbitration shall be conducted by IDRS Ltd’s Ad Hoc Arbitration Service.
4.4. If the Arbitrator is chosen by the parties, the Arbitrator shall fix his own terms of reference, the place and language of the arbitration.
4.5. The parties shall, by taking part in the arbitration process, agree to the arbitration being legally binding upon them.
4.6. The outcome of the arbitration shall be reported to AIPP and recorded in the Register of Disputes.
4.7. At the conclusion of the Dispute Resolution Procedure, if any complaint about the Member’s conduct remains, which falls within the context of AIPP’s Rules and Code of Conduct, this will be referred to a Disciplinary Hearing in the manner described in the AIPP Disciplinary Procedure.
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