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 Research for citizens 
advice 

 How has the ADR 
landscape changed? 

 Is the ADR landscape 
meeting consumer 
needs? 

 How do consumers 
experience ADR? 
 
 
 
 



Systemic – does the overall system of ADR in the 
UK operate with the consumer in mind? 

• Desk research mapping the current landscape 

• Desk research and interviews comparing ADR performance of 
11 schemes against consumer criteria 

• YouGov polling of 2,109 UK consumers  

Individual experiences – what do consumers expect 
from ADR and how do they see the process? 

• Interviews with 37 consumers who had used ADR 



 Four parts: 

 The ADR landscape 

 The challenges of comparing ADR schemes 

 Qualitative data on consumer experiences 

 Recommendations 

 





 147+ ADR schemes in the UK (c.f. 95 in 2010) 
 Mostly cover services, rather than goods 
 Wide range of processes and terms used 
 54 ADR schemes ‘approved’ 
 Half of schemes don’t publicly state if free 
 ADR only mandatory in limited sectors 

 
 
 



 ADR provision has increased, but gaps remain 
because businesses do not have to 
participate. 

 Confusion arises in some regulated areas as a 
result of government policy to encourage 
competition between ADR schemes. 

 In non-regulated sectors, ADR schemes 
overlap in some areas and some sectors are 
many schemes (e.g. home improvement). 



 Where ADR is non-mandatory, consumers are 
left without appropriate out-of-court redress. 

 Where more than one ADR scheme exists, 
the system favours businesses by allowing 
them to chose which scheme to use. 
 



Message 1: the ADR landscape is not 
based around the needs of 
consumers. 

Message 2: the ADR landscape is 
more complex and confusing than 
before. 





 Current published data does not allow 
meaningful cross-comparison between ADR 
schemes. 

 Different sizes of schemes, sectors covered, 
mandate, terminology, reporting criteria 
make comparison impossible. 

 There is a suggestion of variations in 
performance but it is unclear whether this is 
substantive or due to varied publication 
practices. 



 Consumer awareness of schemes 
 Demographic data on who uses schemes 
 Information on trust in the schemes 
 Customer satisfaction data (often not 

detailed when collected) 
 Where consumers are referred from 
 Where consumers are referred to 
 How schemes are financially resourced 
 Performance against KPIs 
 Performance against the 3 week target 

 
 
 



“Many schemes do not appear to collect 
basic information... This hampers their 
ability to provide a service that meets the 
needs of consumers. Consumers are also 
unlikely to quickly assess the quality and 
trustworthiness of ADR schemes, as a 
result of these information gaps.”  



 OA service standards framework 
 Includes guidance about publishing: 

 Information about senior staff 

 Information about learning from cases 

 Information about making complaints 

 Information about remedy implementation 

 Report on performance against standards 
(accessibility, communication, professionalism, 
fairness, transparency) at least annually 





 37 consumers sampled  
 Used seven different ADR schemes, covering 

regulated and non-regulated sectors 
 57% male, 43% female 
 62% were over 55 years of age 
 46% were retired 
 30% what they wanted, 49% got some of 

what they wanted, 21% did not get what they 
wanted  
 



 Finding out about who to complain to was 
hard for some consumers 
 

 “… the lack of information is, you know, 
 preposterous. Especially from, you know, 
 from companies which are supposed to 
 provide clients with this kind of information, 
 you know.”  



 Consumers want the ADR scheme to listen to 
them and provide individual redress  
 

 “To be honest, I just thought that they’d 
 probably… that maybe [the business 
 complained about] would sit up and listen 
 a little bit more than what they were to 
 me. I’d given up the will to live with them, 
 to be honest.”    

 



 Consumers value independence and impartiality, but 
also want ‘help’ 

 
 “I think it did feel like they were almost on my side 
 to start with, but I would say that at every part of 
 where I’d given evidence they were always 
 referring back to say, well, this is dependent on 
 what [the business complained about] come back 
 with… they always had that caveat that they still 
 need to hear the other side of the argument. So I 
 think they were fair about it, but also it felt quite 
 reassuring some of the terms and words they 
 used.”  



 Consumers find the process easy, although they 
felt that some may struggle   
 

 “If I was a person who wasn’t sure of what 
 they were doing, I would imagine it would be 
 extremely hard for them to do it, if you know 
 what I mean. I think they’d have to have 
 somebody else help them. I mean my 
 husband would admit that if he had been on 
 his own, he would not have been able to sort 
 it.”  
 



 Consumers want more contact by telephone 
 
 “Using the ombudsman, it was really easy 
 to, the form, fill it in online and send it 
 back, so it was reasonably easy but you 
 needed the verbal contact with the person 
 as well. However eloquent you are on paper, 
 it doesn’t give you a proper picture of what 
 went on, and I felt that I needed to speak to 
 someone who was prepared to listen.”  



 Consumers wanted to feel understood 
 

 “She made me feel as though she 
 understood what I was saying, and had 
 some empathy really and sympathy. And I 
 think…, I've been around long enough to 
 know that… what people tell you isn't 
 always what they're thinking.”  



 Those who had a successful or partly successful 
outcome were very positive about ADR 
 

 “And it wouldn’t have been, I feel, without the 
 ombudsman service. I truly believe that, I 
 think [the company complained about] would 
 have absolutely, totally, ignored and blanked 
 me for evermore. So, without the 
 ombudsman service I really don’t know what I 
 would have done.”  
 



 When consumers do not get what they 
wanted, they were more likely to require 
more information about the reasons for a 
decision and their fairness of the process 

 
 “If it wasn’t ending well for me, probably I 
 would need to receive evidence why it 
 wasn’t, why the offer wasn’t there or why 
 they weren’t willing to accept their fault.” 
  



 Areas of dissatisfaction with ADR centred on 
the remedy provided  

 Even where a remedy was provided 
consumers were not necessarily satisfied 

 Consumers sometimes felt pressured to 
accept a remedy 

 Consumers generally accepted outcomes and 
did not seek to challenge them 

 
 





 Recommendation 1: mandatory ADR should 
be extended across all consumer sectors  

 Recommendation 2: in regulated sectors, 
ADR should be limited to 1 provider in each 
sector.  

 Recommendation 3: in non-regulated sectors, 
BEIS should take steps to make the ADR 
landscape easier for consumers to navigate.  
 



 Recommendation 4: ADR should be branded 
more consistently.  

 Recommendation 5: ADR schemes should 
harmonise their practices wherever it is in the 
consumer interest to do so.  

 Recommendation 6: a single authoritative 
body should be tasked with setting common 
performance standards, benchmarks, and 
reporting requirement for all ADR schemes  



 ESRC research to look at access to justice for 
vulnerable and energy poor consumers in 
Europe. 

 Does ADR in energy sector help enhance 
access to justice for vulnerable people and 
help tackle systemic issues like fuel poverty? 

 Project launching in September 2017 and will 
take place over 3 years. 
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