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In 2016 The Better Business Bureau Settled 76% Of Complaints They Received In The
United States. Suppose you are a consumer looking to make informed decisions about businesses
and their reputations; understanding how the BBB handles complaints is crucial. The Better
Business Bureau (BBB) plays a significant role in promoting marketplace trust by mediating disputes
between consumers and businesses. In this article, we’ll explore the BBB’s complaint resolution
process, analyze the implications of their 2016 settlement statistics, and provide tips for consumers
to utilize the BBB effectively.

Understanding the Better Business Bureau (BBB)

What is the BBB?
The Better Business Bureau is a non-profit organization founded in 1912 that aims to foster trust
between consumers and businesses. It offers accreditation to businesses that meet specific ethical
standards and maintains a complaint resolution process to address consumer grievances.

How Does the BBB Operate?
The BBB collects customer complaints against businesses, evaluates these complaints, and works
with both parties to find a resolution. It also provides business reviews, ratings, and accreditation,
which serve as indicators of a company's reputation.

The 2016 Complaint Settlement Statistics

Breaking Down the 76% Settlement Rate
In 2016, the BBB reported that it settled 76% of the complaints received across the United States.
This figure indicates that a significant majority of disputes were resolved to the satisfaction of both
parties, demonstrating the effectiveness of the BBB’s mediation process.

What Does Settlement Mean?
A settlement typically involves an agreement between the consumer and the business to resolve the
dispute. This can include refunds, service corrections, apologies, or other remedial actions. The
BBB’s role is to facilitate these negotiations and ensure they are fair.



Implications of the 2016 Data

Positive Indicators of BBB Effectiveness
The high settlement rate suggests that the BBB is an effective mediator, encouraging businesses to
address consumer concerns proactively. It also reflects the organization’s commitment to resolving
issues swiftly and fairly.

Limitations and Considerations
While a 76% settlement rate is promising, it’s important to recognize that not all complaints lead to
a resolution. Some may be unresolved due to lack of cooperation, insufficient evidence, or the nature
of the dispute. Consumers should also consider the quality of the resolution, not just whether a
settlement was reached.

How the BBB Handles Complaints

The Complaint Process
The BBB’s complaint process generally involves the following steps:

Filing a Complaint: Consumers submit complaints online via the BBB website, detailing their1.
issue with a business.

Assessment: The BBB reviews the complaint to determine if it falls within its scope and if the2.
business is BBB-accredited.

Notification: The BBB forwards the complaint to the business for response.3.

Resolution: Both parties communicate through the BBB, aiming to reach a mutually4.
agreeable solution.

Follow-up: The BBB monitors the resolution process and documents the outcome.5.

Factors Influencing Resolution
Several factors can impact whether a complaint is resolved:

Nature and complexity of the issue

Availability of evidence



Business’s willingness to cooperate

Consumer’s clarity and reasonableness in expectations

Benefits of Using the BBB as a Consumer Resource

Reputation Verification
Checking a business’s BBB rating and review history can help consumers assess credibility before
making purchases or service agreements.

Dispute Resolution Support
The BBB provides a structured process that can help resolve issues without resorting to legal action,
saving time and costs.

Transparency and Accountability
Businesses with higher BBB ratings and fewer unresolved complaints tend to be more trustworthy,
encouraging ethical practices.

Tips for Consumers When Filing Complaints with the
BBB

Prepare Your Complaint Effectively
- Be clear and concise about the issue
- Include relevant documentation such as receipts, contracts, or correspondence
- State your desired resolution

Follow Up Regularly
Stay engaged in the process and respond promptly to any requests from the BBB or the business.

Maintain Professionalism
A respectful tone can facilitate cooperation and lead to a quicker resolution.



Conclusion: Leveraging the BBB for Better Business
Practices

The statistic from 2016 showing a 76% complaint settlement rate underscores the BBB’s vital role in
dispute resolution. While not all complaints result in a resolution, the organization’s structured
approach helps foster accountability and transparency among businesses. As a consumer,
understanding how to effectively utilize the BBB can empower you to address grievances, make
informed choices, and support ethical business practices. Remember to research businesses’ BBB
ratings, file complaints thoughtfully, and stay engaged throughout the resolution process to
maximize the benefits of this valuable resource.

Frequently Asked Questions

What does it mean that the Better Business Bureau settled
76% of complaints in 2016?
It indicates that in 2016, the BBB resolved or addressed 76% of the complaints they received from
consumers, showing their commitment to dispute resolution and consumer protection.

How does the settlement rate of 76% compare to previous
years for the Better Business Bureau?
While specific historical data varies, a 76% settlement rate in 2016 suggests a relatively high
effectiveness in complaint resolution compared to years with lower rates, reflecting improved
dispute management.

What types of complaints were most commonly settled by the
BBB in 2016?
Common complaints involved issues with billing, customer service, product quality, and contract
disputes, which the BBB successfully helped resolve in many cases.

Does a 76% settlement rate imply that 24% of complaints
remain unresolved?
Yes, approximately 24% of complaints in 2016 were not resolved or settled by the BBB, highlighting
areas where further improvements in resolution processes may be needed.

How might the 2016 settlement rate impact consumers' trust
in the BBB?
A high settlement rate like 76% can enhance consumer trust, as it demonstrates the BBB's
effectiveness in mediating disputes and holding businesses accountable.



Are there any limitations to interpreting the 76% settlement
rate for 2016?
Yes, the rate doesn't specify the severity of complaints, the satisfaction of consumers with the
resolutions, or whether some complaints were withdrawn or unresolved outside the BBB's scope.

What steps can consumers take if their complaints are not
resolved by the BBB?
Consumers can escalate the issue through legal channels, seek alternative dispute resolution
methods, or contact relevant regulatory agencies for further assistance.

Has the BBB's complaint settlement rate changed
significantly since 2016?
Data beyond 2016 would be needed to determine trends; however, organizations often aim to
improve resolution rates year over year to enhance consumer satisfaction.

Why is the complaint settlement rate an important metric for
evaluating the BBB's effectiveness?
It reflects the organization's ability to mediate disputes, uphold fair practices, and ultimately protect
consumer rights, which are core to its mission.

Additional Resources
Better Business Bureau (BBB) Complaint Resolutions in 2016: An In-Depth Analysis

---

Introduction

In the landscape of consumer protection and business accountability, the Better Business Bureau
(BBB) stands as a prominent institution in the United States. Known for its role in mediating
disputes between consumers and companies, the BBB's effectiveness is often scrutinized, especially
when it comes to complaint resolution rates. In 2016, reports indicated that the BBB settled
approximately 76% of complaints received across the United States. This figure sparks curiosity:
what does it say about the BBB's performance, the nature of consumer complaints, and the overall
trustworthiness of businesses that seek BBB accreditation?

This article aims to thoroughly analyze this statistic, providing a comprehensive overview of the
BBB's complaint resolution process, the significance of the 76% settlement rate, and what
consumers and businesses can infer from these figures.

---

Understanding the BBB and Its Role



What is the Better Business Bureau?

The BBB is a nonprofit organization founded in 1912 with the mission of fostering trust between
consumers and businesses. It operates across North America, with regional offices handling local
business accreditation, complaint resolution, and consumer education.

How Does the BBB Work?

The BBB primarily functions as a mediator rather than a regulatory agency. Its core activities
include:

- Business Accreditation: Businesses can earn BBB accreditation by meeting certain standards,
including transparency, advertising honesty, and responsiveness.
- Complaint Handling: Consumers can file complaints against businesses, which the BBB then
attempts to mediate.
- Dispute Resolution: The BBB offers dispute resolution services, including mediation and, in some
cases, arbitration.
- Public Reporting: The BBB maintains business profiles, including complaints, reviews, and
accreditation status, accessible to consumers.

---

The 2016 Complaint Resolution Statistic: Context and Significance

The 76% Settlement Rate: What Does It Mean?

In 2016, the BBB reported that 76% of complaints received in the US were settled or resolved to the
satisfaction of the complainant. This figure indicates that a significant majority of consumer
grievances are addressed effectively through the BBB's processes.

However, understanding this percentage involves considering several nuances:

- Nature of Complaints: Not all complaints are equally serious or valid. Some may involve
misunderstandings or minor issues, while others may highlight significant business misconduct.
- Resolution Methods: The BBB employs various methods, including direct mediation, education, and
advisories, which can influence the settlement rate.
- Consumer Expectations: The definition of "settled" can vary—whether it means the complaint was
fully resolved, partially addressed, or simply acknowledged.

How Does This Compare to Other Dispute Resolution Methods?

The 76% resolution rate is generally viewed as positive, especially when contrasted with other
consumer dispute mechanisms such as:

- Legal Proceedings: Litigation often has lower resolution rates due to costs and complexities.
- Online Reviews and Social Media Complaints: These are less formal and less likely to lead to
resolutions.
- Consumer Protection Agencies: Such as the Federal Trade Commission (FTC), which may not
resolve individual complaints directly but investigate patterns.

---



Dissecting the Resolution Process

The Complaint Lifecycle

Understanding how complaints are handled sheds light on the 76% figure:

1. Complaint Filing: Consumers submit complaints via the BBB website or other channels.
2. Review and Assessment: The BBB evaluates the complaint's validity and relevance.
3. Notification to Business: The business is notified and asked to respond.
4. Mediation or Negotiation: The BBB facilitates communication to reach a resolution.
5. Resolution or Closure: The complaint is marked as resolved if both parties agree or if the issue is
addressed satisfactorily.

Factors Influencing Resolution Success

Several factors can influence whether a complaint is resolved:

- Business Responsiveness: How quickly and effectively a business responds.
- Nature of the Issue: Certain issues are more complex and difficult to resolve.
- Consumer Expectations: Realistic expectations often lead to higher satisfaction.
- BBB's Mediation Quality: The effectiveness of the BBB's mediators.

---

Analyzing the 76% Settlement Rate: Pros and Cons

Strengths of the BBB's Complaint Resolution

- High Engagement: A significant majority of complaints are addressed, indicating active
engagement.
- Consumer Trust: The resolution rate supports the BBB's reputation as a mediator.
- Business Accountability: Businesses are incentivized to respond and resolve issues to maintain
their accreditation and public image.
- Educational Impact: Even unresolved complaints can serve as alerts to consumers about business
practices.

Limitations and Criticisms

- Lack of Enforcement Power: The BBB cannot compel businesses to resolve complaints, relying
instead on voluntary cooperation.
- Potential Bias: Some critics argue that the BBB may favor maintaining good relationships with
accredited businesses, possibly affecting objectivity.
- Unresolved Complaints: The remaining 24% of complaints go unresolved, which can leave
consumers dissatisfied.
- Resolution Quality: The statistic does not specify whether resolutions are fully satisfactory or
minimal agreements.

---

Impact on Consumers and Businesses



For Consumers

- Confidence in Dispute Resolution: Knowing that a substantial percentage of complaints are settled
provides reassurance.
- Informed Decision-Making: Access to BBB reports can help consumers assess the credibility of
businesses.
- Limitations: Consumers should be aware that not all complaints are resolved and that the BBB's
role is mediatory, not regulatory.

For Businesses

- Reputation Management: Resolving complaints effectively can improve public perception.
- Compliance and Improvement: Feedback from complaints can guide businesses to improve
products and services.
- Risks of Negative Ratings: Unresolved complaints or negative reports can harm accreditation
status.

---

Broader Implications and Industry Insights

What Does the 2016 Data Tell Us About the Marketplace?

- Consumer Engagement: The high complaint resolution rate suggests consumers are willing to seek
resolution through the BBB, indicating a proactive approach.
- Business Accountability: Businesses recognize the importance of addressing complaints to maintain
trust and accreditation.
- Market Transparency: The BBB's public reporting and dispute resolution foster transparency,
encouraging ethical practices.

Trends and Future Outlook

While 2016 provides a snapshot, trends over subsequent years reveal:

- An increasing emphasis on digital communication and online reputation management.
- Growing scrutiny of BBB's resolution effectiveness.
- The rise of alternative dispute resolution platforms and consumer advocacy groups.

---

Practical Tips for Consumers and Businesses

For Consumers

- Document Everything: Keep records of communication and transactions.
- Use the BBB as a Resource: Review business profiles and complaint history.
- Be Clear and Reasonable: Clearly articulate issues and desired resolutions.
- Follow Up: If a complaint remains unresolved, escalate or seek additional avenues.

For Businesses



- Respond Promptly: Timely engagement increases resolution chances.
- Maintain Transparency: Honest communication fosters trust.
- Learn from Complaints: Use feedback to improve services.
- Engage Proactively: Address issues before they escalate to formal complaints.

---

Conclusion

The statistic that in 2016, the Better Business Bureau settled 76% of complaints in the United States
reflects the organization's role as an effective mediator in many consumer-business disputes. While
not flawless, this high resolution rate demonstrates the BBB's capacity to foster accountability and
trust within the marketplace. Consumers benefit from accessible dispute resolution pathways, and
businesses are incentivized to maintain high standards.

However, it's essential to recognize the limitations inherent in the BBB's voluntary and mediatory
framework. Consumers should view the BBB as one of several tools for safeguarding interests, and
businesses should see it as an opportunity for reputation management and improvement.

In a dynamic marketplace increasingly driven by transparency and accountability, the BBB's
complaint resolution effectiveness remains a vital component of consumer protection—one that,
while not perfect, continues to serve as a valuable resource for millions of Americans.

---

Disclaimer: The figures and analysis provided are based on available data from 2016 and should be
interpreted within the context of evolving industry practices and consumer protection frameworks.
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