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Foreword

Now an established part of the consumer
satisfaction landscape, the fourth

annual Consumer Action Monitor (CAM)
reveals growing disillusionment among
consumers and that the customer does
not always come first.

The report also highlights the business
cost of poor customer service for the
first time - an estimated £37 billion -
as disgruntled consumers vote with
their feet.

Complaints made by UK consumers reached 55 million in
2016 — up by three million from last year — with over a quarter
now more likely to complain about an issue than they were

12 months ago. However, over 75 million issues were ignored,
because many perceive the complaining process to be too
much hassle, and don't trust businesses to look after

their interests.

While many businesses are committed to putting the consumer
at the heart of what they do, one in five consumers still don’t
believe that companies are listening to them, and many feel
resigned to poor service.

Last year, more than a quarter of consumers either spent less
money with a company or took their custom elsewhere after
receiving poor service, at an estimated cost of over £37 billion
to companies. Of course, this is only possible in sectors where
consumers have a choice — but it's ‘grudge purchase’ sectors,
such as rail, where disilusionment is particularly rife.

On-going, and highly publicised, issues in the rail sector saw
complaints increase by 30 per cent last year. As with other
regulated sectors, the majority of complaints will be handled
quickly, but what happens to those who remain unhappy?
The services available for those who take a complaint
further do not provide binding resolutions and there needs
to be a straightforward way to pass the balance of power
back to aggrieved passengers.

Ombudsman
Services

Good for consumers - Good for business

As we move towards leaving the EU it is critical that protection
for UK consumers remains, it could also provide an opportunity
to enhance and improve what's already in place.

Having access to an ombudsman is good for business and
good for consumers. It is crucial that consumers continue to
feel empowered to raise complaints, that those complaints are
handled well by providers and that there is easy access to an
ombudsman where the customer remains dissatisfied.

As the largest multi-sector Ombudsman in the UK, we're
committed to improving customer service processes for both
consumers and businesses. We have no doubt that there will
continue to be an increased call for dispute resolution and
redress — particularly with the renewed focus on Responsible
Capitalism — but the sooner ombudsman schemes are seen as
the mainstream option, the sooner consumers and businesses
will realise the benefits.
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Lewis Shand Smith, Chief Ombudsman
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Ombudsman
Services

Good for consumers - Good for business

Methodology

e The 2017 Consumer Action Monitor is the fourth annual
report of its kind produced by Ombudsman Services

e Research was commissioned by Ombudsman
Services and carried out by ICM Research between
4 - 6 January 2017

Methodology Online omnibus:
nationally representative
sample of adults
aged 18+

Number of 2,477
interviews

Coverage Great Britain,
of fieldwork with quotas by gender,
age, region.

Fieldwork 4 - 6 January 2017
dates

Certain extrapolations have been made based on the
findings in order to estimate the numbers of complaints
that have taken place nationally, regionally and within
particular industry sectors. These extrapolations, made
by ICM are based on an ONS audited GB adult population
figure of 47,350,000

For further information, including data breakdowns,
please contact:

Ombudsman Services / Third City
osteam@thirdcity.co.uk / 020 3657 9773

About Ombudsman Services

e Ombudsman Services is a not for profit,
private company limited by guarantee

Ombudsman Services runs national, private sector
ombudsman schemes which provides independent
dispute resolution for the communications, energy,
property, copyright licensing sectors, the Green Deal,
the ABFA and Reallymoving.com

Ombudsman Services provides an expert dispute
resolution service. The service focuses on encouraging
early agreed resolution wherever possible and does not
charge a fee so it's able to offer access to redress for
consumers to resolve their complaints without proceeding
to the civil courts

Ombudsman Services is a full member of the
Ombudsman Association (OA) and adheres to
its principles

Further information about Ombudsman Services
can be found at www.ombudsman-services.org

Registered office:

The Ombudsman Service Limited

The Brew House, Wilderspool Park,
Greenall's Avenue, Warrington WA4 6HL

Registered in England and Wales
Registered number: 4351294
www.ombudsman-services.org

Consumer Action Monitor
January 2017
Key findings and methodology




