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Introduction

If you’ve never used a Removal Company to move house before, or if it’s been a while 
since you have then it can be a bit of a minefield trying to figure out who to get quotes 
from, how to get a quote and who to entrust with the relocation of thousands of £’s worth 
of your prized posessions at a time when you’re going to be pretty stressed out.

Today anyone can create a professional looking website but how do you know they are 
a reputable company? What products and services are available for your move and what 
are the important things to look out for in a Removal Company and why?

We’ve put together this 5 step guide to the overall process from deciding you would like 
to use a Removals Company to booking and paying for your move including:

1. How to find potential Removal Companies
2. Selecting your shortlist
3. Arranging home surveys and quotes
4. Comparing your quotes
5. Booking and paying for your move 

We’ll not only guide you through the process but share our industry expert tips on:

• Getting the most for your money
• Cutting costs 
• Avoiding rogue movers 

So here we go.... here’s how to choose a Removal Company in 5 simple steps



STEP 1

FIND POTENTIAL MOVERS

Ask for recommendations

Asking people you know is a great way to 
find out about good removals companies 
from people you trust. 

Extend your question to your social network for a bigger response and more options by 
posting your question on facebook. Twitter or discussion forums are also great places to ask for 
an even wider audience of people who you may not be connected to. 

Search a directory

Most directories are now moving to online versions rather than the traditional printed book 
that comes through your letterbox and you might find that these hard copies no longer give 
a good overview of your options as companies move their advertising to online. However, the 
good news is that all your old favourites mostly now have great websites that are even easier to 
search and find what you’re looking for with much more information than can be crammed into 
a small advert in a book....

Here’s some directories we’d recommend:

• FIDI.org ~ FIDI is the largest global alliance of professional international moving and 
relocation companies, what’s more every FIDI affiliate must comply with the rigorous 
FAIM quality standard, generally accepted as the supreme professional industry standard 
worldwide. The FAIM Standard defines consistent quality requirements a company 
must comply with in its operations, administration and performance taking into account 
procedures, staff training, vehicles and facilities to ensure they are qualified to provide 
International Removals services to an acceptable standard or higher. Visit www.fidi.org  

• Trustedmover.org ~ brought to you by the British Association of Removers (BAR) who are 
the leading professional association of Removal Companies in the UK and set minimum 
standards and a code of conduct to ensure you get a great service. This 
online directory combines a list of members with reviews from previous 
cusotmers allowing you to get independent feedback on the company 
you’re considering. If you’re moving Internationally make sure to look out 
for the BAR Overseas Group badge as some BAR members provide local 
or UK moving only and won’t be pre-vetted to International Standards. 
Visit www.trustedmover.org

• Yell.com ~ the online version of an old household favourite the Yellow 
Pages. You can search by location for a local company and if the mover 
has completed their profile you can find out a bit more about them, see photo’s of their 
vehicles and crews and see a list of services they provide as well as a link to the removal 
company’s own website to find out more. Visit www.yell.com 

“Can anyone 
recommend a good 
removal company?”
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• Which? Trusted Traders - Most people know the Which? brand as a provider of 
independent expert reviews of products and services. The Which? Trusted Trader directory 
is an endorsement scheme which recognises reputable traders who successfully pass 
rigorous assessment processes including a credit check, customer references, a site visit 
and examination of procedures and all approved traders must agree to the Which? code of 
conduct. Visit www.trustedtraders.which.co.uk 

Use a search engine 

A quick search will find you plenty of results for Removal Companies BUT be careful. 

Anyone can make a good looking website ~ so how can you tell a 
reputable mover from one that just has a great web designer?

Answer: Look for the badges.

Are they FIDI FAIM Accredited? As we discussed above FIDI FAIM accreditation gives you 
peace of mind that your mover is independently certified and deemed qualified to carry out 
professional international moving. Always do a quick search in the FIDI directory to find out if 
the company you are selecting is a current and up to date member. 

In addition are they a member of the British Association of Removers and it’s Overseas Moving 
Group? BAR is the largest established & most recognised Trade Association for the removals 
industry in the UK with over 500 of the leading professional removal and storage companies 
in membership. As members we must meet strict standards and are regularly inspected to 
ensure that our facilities, equipment, staff training and operational procedures remain at the 
highest level. In addition as a member we adhere at all times to the BAR code of practice which 
is approved by the Trading Standards Institute. This sets out the standards to which we must 
comply regarding service, fair trading, advertising and handling of complaints. BAR Overseas 
Group members also offer an Advance Payment Guarantee which means if anything happens 
to the financial status of the company whilst your move is in progress that you won’t have to 
pay out again to ensure your service is completed, which is really important given the transit 
time of some moves. 

Check that the company displays the BAR badge on their website that has a ‘click to verify’ link 
so you can ensure their membership is current and up to date. Alternatively search for them by 
name on the BAR website at www.bar.co.uk 

You could also check them out on Facebook or Twitter to see how they 
interact with their customers or find out a bit more ‘behind the scenes’ 
information. 

TOP TIP: There are lots of ‘broker’ sites out there that take your details and sell 
them to multiple movers. This is fine and a way to save time but may not mean 
you’re getting access to the whole of the market (in a similar way that not all car 

insurance companies are on comparison websites). You should also make sure to do your 
due dilligence on the companies selected by the broker site before accepting any quote as 
their listing on a broker site does not guarantee their standing as a reputable mover and 
the broker will usually take no liability if things go wrong. 
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 STEP 2

SELECT YOUR SHORTLIST

Chances are you’ve whittled it down to a few removal companies that you like the look of. 

Unless you already know who you want to move with through a previous experience or a 
strong recommendation then 3 is the magic number. 

You should have a minimum of 3 removal companies who you will invite to quote to allow you 
to make good comparisons and ensure you’re getting the best value for money. So, who should 
be on your shortlist? Think about:

• Do they provide ALL the services you need?

When you move house it’s not always just a shipping container and a few strong bodies you 
need. What about packing services? Do they offer custom packing for particularly fragile items 
for example crates for your artwork or flatscreen TV? Do they offer insurance incase anything 
goes wrong and is it fully comprehensive? Do they help you dismantle and reassemble any 
items that wont come out of the house as they are? Do they offer storage if you need to delay 
delivery while you find permanent accomodation? Do you also need help with moving a vehicle 
or your pets? Are you looking for any help finding a new home or arranging transfer of your 
savings into a new currency? (Yes, some Removals Companies can help with all of this under 
one roof!) 

• Do they cover your area?

Whilst most International Removals companies will cover moves to/from anywhere in the world 
many will only cover a certain area make sure the removal company you’re interested in covers 
your location.  

• Do they get good reviews and feedback?

A great way to find out what it will be like to move with a certain Removals Company is to hear 
from previous customers. There are a number of ways to find this feedback.

• Visit trustedmover.org - this site is run by the British Association of Removers and gathers 
reviews from customers of member companies independently of the remover so you can 
rest assured its real feedback from real customers. They use a helpful rating system so you 
can compare overall average scores between companies.

• Visit the company’s reviews pages -  most companies now publish customer feedback on 
their own website with detailed testimonials. This is a great way to get in depth feedback 
rather than an over-view or star rating, especially if there is something specific that’s 
important to you

• Ask your sales person - your sales person should be able to either direct you to online 
feedback or provide customer references/testimonials and they may know of a specific 

international@bournesmoves.com | 01797 228000 | www.bournesmoves.com

2



customer that was in a similar move situation to you so that the feedback can be tailored 
to what’s important to you. 

• Use a search engine - this will bring up lots of different sources of reivews both published 
by the company and by individuals.

Don’t be put off by a little negative feedback. 

Whilst it would be nice to think that we never make a mistake, it would be a lie. 

In this industry our customers are people who are moving house (which is in 
the top 3 most stressful things that can happen in your life), we are moving 
hundreds of thousands of objects a year, some fragile, heavy and awkward 
and from houses and buildings that are never quite the same, with different 
obstacles and different challenges every day, in all sorts of weather, through 
all kinds of climates sometimes to the other side of the world and we’re using 
human beings to do this. For an accident to never happen I think we’d have to 
invent teleporting, and whilst we’ve got some pretty neat ideas, we’re not quite 
there yet!

So, if a company has a few reviews where things went wrong then don’t panic. Look a little 
deeper. Do they also have good reviews? Is there a theme of a particular problem area in the 
bad reviews that concerns you and if so ask the sales team about it, they should be able to 
let you know what they plan to do to protect customers from similar issues in future.  How 
have companies responded to online complaints on twitter, facebook, review sites (if they 
have ability to reply). Are they argumentative or are they trying to help their customer find a 
satisfactory resolution?

Everyone makes mistakes, but how we learn from them and how we deal with them can be the 
difference between a good experience and a bad one.

• Are they members of professional associations?

Don’t forget in step one we talked about how to make sure your mover is reputable and 
regulated by looking for the FIDI and BAR badges. 

You can also look for additional associations and  
certifications if you want to narrow those companies down 
further including ISO 9001. This is the world’s most 
established quality management system and helps 
organisations to improve customer satisfaction, 
staff motivation and drives continual improvement. 
What this means to you is the knowledge that 
the processes involved in your move have all 
been designed and independently audited to ensure you 
receive the best possible service, which means you can 
trust that your move will run smoothly and remain stress 
free. 

FS38937
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3 STEP 3

ARRANGE HOME SURVEYS

There are lots of different online and offline ways of getting a quote for your move, but if 
possible we’d always recommend booking a home survey to get a fixed price quote for your 
move. 

A move consultant (also known as a Surveyor) will visit you at 
home to find out a bit more about your individual move situation, to 
understand what’s important to you and to talk you through moving 
with their company and how your possible move plan would look. 
They will also take an inventory of the items you want to move (this 
is the bit that ideally requires the in person visit) that allows them to 
calculate the volume of your furniture and personal effects so they 
know the vehicle size, labour and packing materials requirement for 
your move which all contribute to your price. 

Don’t be tempted to have one company do a home visit and then give the information to the 
others. We say this for many reasons, including: 

1) Estimating volume is a manual calculation and is based on the skills and experience of the 
surveyor, this means that there can be some fluctuation between companies but by having 
three surveys if one is significantly different to the others you can quickly spot if someone has 
made a mistake that might affect your costs or move day issues. 

2) Getting a chance to meet a move consultant is about more than checking volume and 
getting a price. Not only can they be really useful in guiding you through the moving process 
but this person represents the company you will entrust to be in your home and handle your 
prized posessions. They are a good indication of the service, standards and professionalism 
you will recieve once you’ve booked and so can really help in making your decision if prices are 
similar. 

What if I can’t arrange a home visit?

Don’t worry! There are other ways to get a quote and book removals services without having 
an in home inspection BUT be aware that you are responsible for the information you have 
provided and any inaccuracies could cause delays or additional costs on move day, for example 
if you provide an inaccurate list of items to be moved and the crew collect a higher volume 
than you reported then you’ll need extra space in a container which means higher freight costs 
OR the container may not be big enough at all meaning you’ll have to leave some items behind 
or have the cost of a second shipment. 
 

Download our guide to a
Removal Company Home Survey
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Other ways to get a quote include:

• Online Self Surveys - some companies now provide self survey calculators on their website 
or via a smartphone app which allow you to do your own inventory of items and create 
your move specification which they will base your move plan and quote on. Depending on 
the level of detail and size of property these can take around 15 minutes but are a great 
alternative if you can’t be at home for a survey appointment or if you’ve got a short notice 
move request. Take a look at Bournes Online Self Survey  

• Telephone Surveys - not typically advertised as a survey option but most companies if 
you’re not able to do a home visit and you don’t have access to the online tools will be 
able to take an inventory by phone. This may involve somebody talking you through a 
walkthrough of your home, asking you to list items and asking for further information on 
certain things such as size of items and access to help them get a good picture of the move 
requirements. 

STEP 4

COMPARE YOUR QUOTES

Once you’ve received all your quotes it’s time to compare them and it’s about more than just 
looking at the price. Here’s how to do it.

• Decide your moving criteria

What is most important to you? 

Are you deciding just on price or are there other factors to consider, for example the move 
plan? Transit time? Handling of special items? How involved you’ll need to be? Additional 
services? Insurance and accreditations? We’ll come to these below in detail but having in mind 
a clear picture of what’s important will help to compare. 
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ESSENTIAL TIP: This isn’t a tip actually, its a must do.... GET A FORMAL QUOTE 
AND CONTRACT. 

We can’t stress this enough. When you’re handing all your worldy posessions over to a 
company you need the protection provided by a quotation in writing that comes with a 
contract and the relating terms and conditions. Read them, make sure you understand 
them and agree with them and that if you’re not happy with any of them that you get any 
agreed alterations in writing. The British Association of Removers provide standard terms 
and conditions approved by the Trading Standards Institute to protect consumers so this 
is another great reason to look for the badge. 



• Check all the quotes are like for like

Volumes - Are they all the same? If one is quite far out it’s a good idea to ask why, one might 
have included an area others missed (i.e. lofts, garden or sheds).

Transit time - Part of this can be to do with the method of shipment which we’ll cover in a 
minute, although part can be down to choice of shipping line and sailing. Depending on the 
shipping lines planned route the cost may vary, typically slower sailings to your destination 
port calling at more stops on the way will be cheaper and more direct sailings more expensive. 
If speed of delivery is important to you then check how many days door-to-door are being 
estimated and if these vary between suppliers ask them to re-assess with a different schedule if 
possible. 

Method of shipment - This can affect transit time too. Shipments by air are the quickest 
available but the most expensive. An exclusive sea shipment will typically mean quicker 
delivery as your container will be loaded and transported straight to port for the next available 
sailing (unless you’ve asked for a period of storage to meet your own schedule) and then 
cleared and delivered straight to you at destination. 

A shared load (often called Groupage) shipment will involve a period of consolidation where 
your removal company will need to collect (and sometimes still sell) the rest of the space in the 
container your goods will be shipped in. If you’re the first customer of a container this might 
mean a few weeks wait, if you’re the last it may not mean much of a delay if the container is 
almost ready to sail! This can also cause a few days delay at destination as the container will 
have to be deconsolidated and your goods separated from everyone else’s for delivery. Ask 
your move manager what their estimated schedules are and get an agreement for maximum 
timescales. 

Check if all the quotes are based on the same method of shipment and understand the possible 
impact of this on your move. If an exclusive shipment isn’t important and you’ve not got a 
full container of things to move then you can ask your mover to re-price based on sharing a 
container OR if you’ve been quoted for a shared container but would rather exclusive then 
make sure to let them know! 

Services - Are all the removals companies basing their prices on the same level of service? 
What packing is included? Are you having anything crated? Is there a shuttle vehicle or outside 
elevator needed due to poor access? are they including any parking fees (if applicable) or other 
additional charges like handymen? 

Call the removal company and let them know if you spot something they’ve done differently 
they’ll either be able to explain the difference or correct their quote if they misunderstood your 
requirement and you didn’t want something included.

Inclusions / Exclusions - This is really important for international moves as different companies 
include different charges in their costs, for example delivery above a 1st floor, parking 
dispensations, customs or import charges (if you’re moving to Australia AQIS fees is usually 
excluded), delivery beyond 30 miles of city limits (if you don’t have your destination property 
yet). Find out more about industry standard exclusions here and make sure to check that 
everyone is quoting on the same basis and if they’re not ask them to adjust.   
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• Look at the Move Schedules

Is the move planned over the same amount of days or are some all in one day while others 
taking two for example. Does one plan work better for you? If so let all the companies know 
that’s the way you’d prefer to work so they can adjust prices if it changes anything.

• Comparing Quality

We talked before about how easy it is to portray a professional image but that this isn’t always 
a guarantee of a reputable company. Like in your shortlisting process now is time to go back 
over Reviews, Accreditations and professional associations to get a feel for the quality of 
service. 

• Comparing Move Price

However tempting it is no decision should be driven purely on price. Look for value for money 
based on what you can afford and what you’re prepared to pay to meet your moving goals - 
are there additional safe-guards, services or credibility that one mover has over another that 
adds value to you in terms of peace of mind and lower risk?

• Compare Insurance Costs

Check what the cost of insuring your move will be, usually this is based on a % of the value of 
your belongings. Check whether you are being offered Indemnity Insurance (based on actual 
value less depreciation for an item damaged whilst in the care of the removal company) or New 
for Old insurance (where items that cannot be repaired are replaced as new). Make sure the 
terms and conditions cover your requirements and the value of goods you’re insuring.  

• All things being equal

If you’re happy that everyone is offering you the same level of service, the same level of quality 
and the same volume and rough price then i’m afraid there is no magic formula for making 
your decision and it will be down to your personal preference. 

Who made you feel most comfortable dealing with the process so far? Who has given you most 
confidence, who do you trust? The culture of a company will determine their processes and 
customer experience and your experience so far is a good indicator of what your experience 
will be like once you’ve booked, so, who do you want to work with?
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5 STEP 5

BOOK YOUR REMOVAL COMPANY

Once you’ve chosen your mover telephone them to book your moving dates. They’ll likely ask 
you to return your Acceptance Form (signed contract) which will either need to be returned 
by post or email, some companies like Bournes even have e-acceptance forms to make the 
process a bit easier and quicker for you. 

It is typical practice in the Removals Industry to pay in advance of your move and your removal 
company will likely as you for payment in full at least 7 days before your move is due to take 
place (this is where the Advance Payment Guarantee provided by BAR Overseas members 
gives you a little extra peace of mind!).  

If you don’t know your move dates yet don’t worry, let the removal company know your 
provisional or target dates and then finalise these once you know more. In peak seasons your 
mover may advise you that provisional bookings are not available due to high demand. In 
the summer for example the sheer number of people moving house means that things move 
quickly and the company may not be able to reserve you resources in place of customers with 
final dates confirmed. However, many also offer a Cancellation or Postponement protection 
waiver which is a small fee that allows you to reserve the resources without losing your money 
if you have to change the dates later on, this is a great peace of mind if you’re worried about 
your move date slipping but want to be sure the moving company will have availability for you. 

That’s it! How to choose a removal company in 5 easy steps. 
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