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BER® http://www.bioa.org.uk/docs/BIOAGoodComplaintHandling.pdf

Guide to principles of good complaint handling

(Firm on principles, flexible on process)

1. Clarity of purpose — A clear statement of the scheme’s role, intent and scope

2. Accessibility — A service that is free, open and available to all who need it

3. Flexibility — Procedures, which are responsive to the needs of individuals.

4. Openness and transparency — Public information, which demystifies our service

5. Proportionality — Process and resolution that is appropriate to the complaint

6. Efficiency — A service that strives to meet challenging standards of good administration

7. Quality outcomes — Complaint resolution leading to positive change
Source: The British and Irish Ombudsman Association (BIOA)
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Chapter 5 Proportionality

5.1 Introduction

In dealing with a complaint, all schemes will be faced with choices in the type of process to

apply, the resources to devote to the task and, if appropriate, the particular form of redress to
be considered. All should be proportional.

Proportionality implies an assessment of the complaint and a response to it that takes into
account the nature of the issue, and the effect it has had on the complainant. Some complaints

may be relatively straightforward and the alleged consequences of the fault minor. Some may
be extremely complex, with alleged failures causing injustice or hardship affecting not only the
complainant but also others. Procedures need to be in place to ensure fairness of treatment,
while recognising the need to tailor resources to the particular complaint.

The depth of the investigation and the time taken should be proportional to the seriousness

of the alleged failure. Redress should reflect the maladministration that has occurred, and take
account of the hardship or injustice suffered as a result. The standard or quality of evidence
and investigation should, however, remain constant. In addition, procedures should be in place
to assure quality and audit the process.

5.2 Proportionality of approach
It represents a better outcome for a complainant and the organisation concerned if problems
that arise can be resolved as quickly as possible, so that people do not need to take their com-
plaint to independent review. Schemes should encourage organisations within their remit to
have effective complaints procedures which facilitate local resolution and, where appropriate,
should refer complaints back to give the organisation the opportunity to achieve this outcome.
Where local resolution is not appropriate, the methods used to examine or investigate a com-
plaint should be suited to the needs of the scheme and the nature of the problem (see Chapter
3 - Flexibility).
The particular method used to reach a fair outcome will depend on a number of factors in-

cluding the nature and impact of the complaint, the circumstances of the complainant, any time

constraints (both Process and resolution that is appropriate to the complaint for the scheme
and the complainant), the parameters of the scheme and the resources at the scheme’s dispo-
sal.

5:3 Proportionality of redress
Redress should be proportional to the degree and nature of the failure and hardship or injusti-

ce suffered. The investigator needs to weigh up the problem and the proposed solution in or-
der to provide an appropriately balanced outcome.

It is essential that complainants are given realistic expectations about what the scheme can

achieve within its jurisdiction. For some schemes redress options are very limited. However,




for most, a number of options for redress are usually available in appropriate circumstances:

An apology. In many cases, an early apology by the organisation concerned, given as a re-
sult of its own complaint-handling process, can lead to settlement without referral to a scheme.

Remedial action. This may mean changing decisions or standpoints on the service given to
an individual consumer and putting things right, or a revision of procedures to ensure that
such complaints are less likely to occur in future.

Financial redress. This can include a payment designed to restore the complainant to the
position they would have been in had the maladministration not occurred. It can also mean a
goodwill payment given as a tangible expression of an apology.

Of course, resolution of a dispute may involve a combination of any of these options, to-
gether with any other that may be particular to that dispute.

In recommending redress, the scheme will take a number of factors into account. While the
decision rests with the reviewer, the wishes and needs of the complainant should be conside-

red. Other relevant issues are the degree to which the complainant contributed to the failure,
the time that has elapsed since the event, and the time and trouble experienced by the comp-
lainant in pursuing the complaint. The reviewer should also consider the implications for
others similarly affected, the capacity of the organisation to comply and the implications for
other similar organisations.

5.4 Unacceptable actions by complainants

While accessibility is a key principle for all, the behaviour of some complainants may exceptio-
nally require restriction of access. Their conduct may be abusive or aggressive, their demands
unreasonable or they may be unreasonably persistent. Complaints may also be made as part of
an orchestrated campaign. Such behaviour can absorb resources disproportionately, and cause

disruption or disadvantage to other complainants.

If the complaint has sufficient merit, procedures should be in place to allow the investigation
to proceed while managing such behaviour. Engagement with complainants can of course be
reduced if their complaints are dealt with efficiently and brought to a timely conclusion. If, af-
ter a complaint has been determined, (including any appeals process), the complainant persists
in an unacceptable way, it is important to call a halt in a way that is reasonable, timely and

decisive.

The scheme should have clear procedures for responding to a complainant who is particu-
larly threatening. In extreme cases, this may include calling in the police. These procedures
should be open and transparent for complainants as well as for staff. They should include a re-
quirement wherever possible to make a complainant aware that particular behaviour is consi-
dered unacceptable and why this is the case, and to explain what will happen should it conti-
nue.

It is important however not to confuse such cases with those where special sensitivity is

needed, for example when responding to the requirements of some complainants with mental
health problems or other disabilities.
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burdens on society and business.

Recognising that consumer disputes require tailored mechanisms that provide consumers
with access to remedies that do not impose a cost, delay and burden disproportionate to the

economic value at stake and at the same time do not cause excessive or disproportionate

HEBAGTZ, FEE Z o TR LTI 2T, BERCaHZRI Y,
T LT, FRIHRPLHRISRE X IAH L A2 5] SR SR VRFEROANRE 2 HRH
RIS 2 X9 &, ThEhORBEVRIE CERAZERT D L) 2 L 23kL,

WZVo T DL L £ 9 & v ) iE oS
flEINIzEnw) T ETT, LT, ZOHE
Wi T, SUT - AEROSEEBOR O JE L o—
RELT, BAAHKD, 7747 =74 —V#
HORELPVEITORATHEE W) ZEDDH

DET, ZNITEoT, EHEAKD, S5ICK
DRERII 2 D DI R 2R H B, T72, (2)
FIFE BN F L7228, mHANET, AiERL
TuY oy MNORRESR, HREORMI
Voo B HETBO—Tut (7272 L4amlB i
SHGAL) A5, TERD X ) H¥ER S TEY Ok
L BRITORER 22Xl o TEBETRHE SR
TWVWbEWNH)ZETT,

T B L, FHOYERITERM DO THE
R EDE T, BOEkoMISOmS, L1
REWIIZ L2 T Wi v v s3I h
VO TEAS, FEiL, WHEHKE, ol EH
RIFFEHFICEBALEDIN TV RVWDT, EL
Mo 72BN R ER B WL E, [FNEo720,
My L Twn] 2nwH 2 EeT, fibfFbh
Hwne, WSWLRERZLIIRDLE, L)
ZERBEVVDTY,

ZhiE, BASHATROIMEFICHE LT TV
i, [BIFANET 23 VREWIE]
LWVWIHEXF R I TV TWS [TH:
BH] 2B 20T, EE, kLK
SISO b nwE £, 47 - iE%
DEEEED, b LIRICHEE SN Tw o 2284
12, FHWVH) X FREEIIHTARE, »
DIEIT R VeI P RE LY, TT 4 —

oy bOEEE RS, X EEIY - R %
ADRE W\ F § 285 S e o 72 0 Ol BE A3 7%
Wk EIRLMEVY L, FELL [TaP3
VEEWE] o TLEIOTIE AL
BoTwabiFTT, LAL, €950V HIRIE
W) DI, REEIZES>THHRICE RS RV
DTE D, EBRwEF,

Wo T, [HAMGHES AT L2OR_EL &
FLWHIEORRFHE, HWEE (BHE) Ol
A EZ - 2ARREORRE V) OPLETH
5] EwdyZETY,

HARTIEZ G LN T DT,
FIFEHL B2 X 912, fiislh ok - ¥
ZTEDMEPMOMBMEIT RV LIZADRE W) b
DA, EROWTISH > T, THENIGEH % L
TWC, 7, 379 Ak &Rtk dbmo
MBI DH Y T3 ED, Zhl oW
R SR b i A /AT VAL AT A AN

FIFESHL EF2LH11C, &R T 7
MR ERE VI DONH - T, EETH—
ISR - T, EROERN L EROY & ik
ET DL kD E SN TWT, Fhidzh
TIHWICKFELEZZ LS OTTD, ZOiE
KN TETCIEHITAS72b0D, HL ik
S, R EICHTI o lzbwIik
WADY 9. (F) 2o, FHip#Hs TIEE
BB L Tbho2H %)

ZOHBATOERRMADRO M A Z, RO
FEC, rLVWETIVICKEZ LTwhkkng,
hahrliGb Ll ashwl, HBETHD




&R

[HARWERE A VT X2 v ~ORE | 1 -2, bAPEOBIR IS A5 254 7 SHE) &

B (P.34) 5 DK
10 BWFEZREY 4 Vg vkl

iR ORI BEBOR O G & b B 525, BUE, 8- 3F (BUTLEEHRO) HEEBORO B L
B, BOEDBUF OB S TRAMEIC Lo TWa, 7272, JEARMICHIIIZ OB - 1284
fRRREDIESL e T 75— 7 OHERMZ R V72 F ETOH - D HBOROREX, 74
Va v ERBICHTD E RV, IANRTIE Y AT A0 RE L EH Lyl o,
BE DS B E 2 72 2R EEOBUEAR PR LV,

ADRKF SNV, B2, FNETTIE
LT, EBOERIESTATD, RY0E
WCOBZD?SDEFHEZEOLNT, EIVARXD
HTH T I AN s TR LEVDTIZ WD)

ERWET, 7272, WERSHL BT 3,

INFTHARTED I VERP A o722L T
To foT, INFTTIELALMHMEZEKL
TWHEWHERZWOTIZ WA LS DT,
SHIFFEL M SN T AN, SRk
7 & ORKEN O R R MRS O 8 = T o
w4 Rge (ADR) OTEY F, 2o Dhift L 7

HREXMBBOT AT AL FNOIEY FEIZEH LT,

ISO (| BE BE #E AL AR HE ) 25 BLAK %2 ZE AT
(ISO10001, 10002, 10003) LTEH T3, 1
LORNER, WERBXZTY 7 (EHD)
DIEY e FFEEKOIDE LTRELTEL
bOTHLEHRLTBY T2, HATIEE
EHFEVEEPMTIOENTHARVIIICELS
nEs,

s, EIVIRRBHERIZH T, i
AHE ORI EZ FTHEATHW LD, £ 0)
WNOHEATZRREZ A LR LUEHL T, &
LA > T2 En) 2 o T L
PDERHLOTE LB oTnEEZAT
T

WIFAIZLTD, EERI—1 v 505, Z0
SHTHIEFIEATBYFELT, 220k
HEEAFIDo LD - LIERE LA -~
72, oM ETRIEVRVE W) LDTIED

DFERFADOT, HEOWWE Z A LN,

REDOA =754 7T, HLHVIEIREED
N—=pFF =29 7T, LDV DEDL 5T
WS EW) ZEPRBETE VAL EBNET,

FEFIMER 5520 F LS, SmEo
MERRHEEZ AP SED I HIZRLLT
Wo7250n0nDntng E2AT, WEHLE
F2 ML O 7E4TH B &MADR - 4 v TR
R UWBERHLH LY, wE ARG, ko
RO A RO 72D D WYHIEA 7 FDET IV
2oL o TWVWBEZATT,

WFIIZL TS, WEOHARTIE, Bililidk
METCD B, 7272, HEHHI L W) L TH
HlOERIEEDbS 720N ED, FEBIC, FEL
BHIRILIC > TV Db 0% ) HSHDOTIE
BV TLTC, TNRRE-TTL—F 2l
NaL, B2, SREEDINLLEALA
4/ R=Ya vy LT, ENPY—VCAEHEDOHR
B LT nweiw) 2 LT, 77
LIV ERPEND LW 2 LT, BRASRIN
BETL—HT T4 Varr&EWE] 1235
A RN,

T BIL, TL—FETIRIVERBICED
LWV L) RBURDE DN RE v, v,
BOR7Z2 Tl %< T, Gosmng, koY
FHEHHIZD, THIVIRRVHOFNICH S D
Tl BnE g,

Lk, TL—F 772 VE—HIIBLDOT
3%, TL—F37L—F, TrENMITY
LV TELS LHARZT, TORTAL—A
WD L) BT EZ LTV 2DDLE




mBERE, WA v 70— LT, X0
Y - AT 72 SRy SR UL EE S 2 DTl 7%
WL EVIE UL E T,
CORELFHEZHAREMCIHIPL L5
DXL O TTD, SHI, #EHEA
DD Y FT, TNENOEHD) % DBiE%E
BHEWLZEE LS, RIS, [d, 9
WABDR] EnHZET, REDLDHLET

TN EDARX=TU o TWIZZITHDT
Bwvprlw) ZEzHffnzLILT A
DBEHEIETVLZELT T, EH)bbhhL
I TEET. (T

ZTNTE, HEE F L THPESHYS, [JEE
DETFTNVIES] LELILTBZWEE
9,

Wz
[REIDEFIVICESD

JMCRKIEE - £FADRA > T AV VMR SHE

HEF

RVWEIHBIVEREE LA T4
I—Yarykeryy—olPEHLET, WEOD
KESADOBFEOREL Ly T, PLIF
LibETwWZEnwtl]oTEB) 9,

BewzLFLTR, AF1—varky
=D LIZOoVnTIE, SHIFFFLIBEILT
EFTHA, TINS, BRtoXry 7Ly v 4
ETEICR o TWEREVWOTTA, hER
INEBENPOTIE T EWE T, HERE VD X
FALI—F—LLTOVEEBLT, [FEEA
XYV ZOEHA VTR E VD LI ATIRE
) Vo I THFRIDIT LN TN LD, £
LCZOFERICR LT, EHEM - FHEMLE
IV AV T IRBEEFHELAR LN LEZ
WO BN TWolz] EnH) IR Lad
DI, TREREOETFTVIZES] EWvnalzd 4 ML
WAL BHEEED STV E
WS ThBh 9,

(A FUR FOSRINER
WEORFEADBIHEIZTE VT L72A,
[F YT A3 v] L) FEOHEFEOHITA
vr—7v, LKTT, FHFOHIZLHFNTT
EVEFH, BEHEAT =T VEET, [1EF%
EH0TAN] LVWIREKRESZFH) T, 2
DAYETPEVIDIE, WERFEANLE

FERBHol LI TORREL ) a—Y g v
DHETYH, ToL—HLTENDEEWEINS
LbDEVIDORF Y TATrDarve Tk
BoTnWZIFE LA LTI 20w hkE
HBwFEg,

v AT —Fv - KT T 572 &~
TR TEA, PEEIZA - TE72DIF19674F
O, THERKEFRL [Eat >y 7A<x>v] T
L7ze ZDII%, RIIEFE - 72OWEHE -
ATT o, B —E A 5AOERY—E 2D,
FRICEBE —EADIFH)IFAICE o TIERLT
BabhnwF—EREwd, HICRZZWED
DT, MPESPARME S o7& ZIZ,
T 572D E) TR VLORNE Vo 72T,
HEE LTHALTONONF Y T A< T
L7z

FO%, TNHFHARICKEEELTCWDSE
Boyod THRKRF v 72X< ]| T, Zhas,
WEDOHADESF v T A< o TTED, B
ﬁyffvyfﬁk#,wéwéaﬁwﬁEﬁ
B LTASTETWASEIIREIEEL
WLDZEBWET,

ZDt, EETRMA Y TX2 72 EA
MT&FE L, ZhETEALELY ¥ —I12BW
T Y TATPIEHENTE 2008, KK
DF T A PREIE L TCEFE L, £





