Trader tracking/trader scheme certification process:

All trader tracking requests need to be sent securely to the operations team operations@citizensadvice.org.uk 
The following excel spreadsheet should be used: 

Trader tracking/certificate application form can be found here
Completing this spreadsheet is a requirement for any TSS when adding a trader tracking.

Data Validation:

•
A selection must be chosen - Dropdown selection (ADD, DELETE, AMEND) this is case sensitive so must be in capitals
•
A selection must be chosen - Drop down selection (Tracking, Certificate)

•
Requesting Organisation (max 50 characters)

•
Contact Name for this tracking request (max 50 characters)

•
Contact email (max 50 characters)

•
Contact phone number (number only)

•
Trader Name (max 50 characters)

•
Trader Address (No more than 6 lines permitted)

1) The addresses should not be formatted over multiple lines – they need to be comma-separated lines.

The form itself will show if the information added is not valid * however the form will not recognise copy and pasting 

This is an automated process so if the validation rules are not followed the system update will fail and the tracking will not be applied. 
Trader tracking/trader scheme certification guidance
The following guidance is for the Local Authorities Trading Standards Services:
The Citizens Advice consumer service provides, via its case handling system (Flare) the facilities of trader tracking and trader certification.  These enable the Citizens Advice consumer service, Trading Standards Service and other enforcement agencies to share complaints involving the trader, certification (TSS trader schemes),achieved by the trader and all of this provides a route to request that the contact centre advisers take special actions of some sort.
The Citizens Advice Consumer Service acts as the front end to many of the Trading Standards Services (TSS). 
Application:

Please note that the trader tracking and trader scheme certification process is not to be used instead of the available reporting (via the central database), when requiring detail on all cases relating to a specific trader(s). 
The process is only to be used where: 

· specific guidance is to be given to the contact centre advisers relating to a trader,

· specific information is being requested by a LA TSS, asking advisors to ask the caller specific questions,
· action is required by the Citizens Advice consumer service which is outside of normal business process, for example, referring all cases with commitment, or 
· the trader has signed up to an approved trader scheme, such as Buy with Confidence, which provides for an element of Alternate Dispute resolution (ADR) or similar and there is a request for referrals to be made under this scheme. 
What will the advisors in the centre do?
When a tracking note is added to a trader record on the case handling system, it will highlight a symbol to an advisor to make them aware that this trader has a tracking note attached, (see below):
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All advisors will note any data requirements for intelligence purposes in the flare text and refer as tracking notes have requested.

Trader Scheme Certification Category:

A Trader Scheme Certificate is different to a trader tracking note, a certificate can be added for a longer length of time and when the certificate notes are added to the case handling system it will highlight a different symbol to advisors so that they will be aware that this trader is a member of a TSS trader scheme, (see below).
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A trader certificate can be added if:

· The trader has signed up to an approved trader scheme, such as Buy with Confidence, which provides for an element of Alternate Dispute resolution (ADR) or similar and there is a request for referrals to be made under this scheme. 

*There are several hundred tracking notes on the system and over 8000 trader certificates so the operations team would not be able to set up reminders of when any trader tracking or trader certificate will expire, each LA TSS will have to set this up themselves. 

*It’s important to note that if you become aware or you feel that you are not getting the referrals required or the information you have supplied in the tracking notes is not being adhered to, then please contact the operations team – operations@citizensadvice.org.uk 

The operations team is aware of ongoing problems where duplicate trader records being created and therefore the tracking will not be added or seen by the advisors.

