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Welcome to the first of our new reports detailing the findings from the Resolution 

Webinar. It’s been highly encouraging to see so many people from across sectors join 

our community of like-minded professionals, keen to work closer together to achieve 

better outcomes. 

Through these sessions we aim to build closer collaboration for the betterment of customers, 

employees and the services we respectively offer.  Over the past several weeks there’s already some  

pleasing statistics:

Welcome

7 Talks
From Guest Speakers 

More than 20 
Sectors Represented

Over 200 
Registrations

I would like to extend our gratitude to our most recent 

Guest Speaker, Sharon Darcy, who led an intriguing talk 

around lessons learnt during COVID-19 (See page 5 for the 

full report). Sharon’s talk was a catalyst for an engaging 

rally of discussions in which several ideas were examined.

Sharon’s talk continued a thread from previous weeks 

in which the topics of adaptation under COVID-19, 

behavioural risk, vulnerability and complaint handling 

have all been debated. This thread will continue in our 

next session when we will address mental health.

COVID-19 has led to social distress where uncertainty 

is the new normal. This has placed a huge strain on the 

population’s mental health. Our next Guest Speaker, 

Geoff McDonald, is a renowned international speaker on 

mental health support. Through his company, Minds@

Work, he aims to help businesses improve the mental 

health support function and culture within organisations 

that leads to happier, more motivated, people. The positive 

affect of which is felt by customers.

This session will be invaluable in supporting your front 

line staff and your customers, improving the behaviour and 

culture of your organisation and, crucially, in protecting 

yourself from the challenges posed by mental health 

strains during these uncertain times.

Detail of our previous speakers can be found below:

• Sharon Darcy, Sustainability First

• Helen Pettifer, Helen Pettifer Training

• Russell Hamblin-Boone, CIVEA

• Alison Mackey, RBS

• James Hawthorne, Ofwat

• Sarah Lawrence, CWSL Training

• Caroline Wells, Money Advice Trust

We hope you can join us this week and in the weeks to 

come. You  can also follow the conversation on LinkedIn.

Will Archer
will@resolvergroup.com

“This session will be invaluable in
supporting your frontline staff and 

your customers”

https://www.mindsatworkmovement.com/
https://www.mindsatworkmovement.com/
https://www.sustainabilityfirst.org.uk/
http://Helen Pettifer Training
https://www.civea.co.uk/
https://www.rbs.com/
https://www.ofwat.gov.uk/
https://cwsltraining.com/
http://www.moneyadvicetrust.org/
https://us02web.zoom.us/meeting/register/tZclde-hqTwoHtGmy-TAQbiX7n2XOpIGAJos
https://www.linkedin.com/company/resolution-forum
mailto:will%40resolvergroup.com?subject=
https://www.linkedin.com/in/william-archer-5063235b


Consumer Rights Expert
Martyn James

There’s a lot we’re seeing in the media at the moment that 

has ramifications for both consumers and businesses, and 

as we enter another week in lockdown, the way businesses 

act now could have long-term impact on consumer loyalty 

and perception of brand.

In a widely expected move, the Competitions and Markets 

Authority announced enforcement action on firms and 

sectors not paying out on refunds to customers - even if 

the contract doesn’t mention refunds. This move includes 

wedding venues and even nurseries. The often a times lack 

of clarity can be confusing for the public, so be sure to 

make things as clear as possible.

12 EU member states have begun campaigning to the 

suspension of refund on travel and holidays. This is a big 

area of complexity and things could change fast. Watch this 

space.

Supermarkets and online retailers could be making a rod 

for their own back by not being straight and clear with 

customers regarding returns policies. By making it clear on 

websites about extended rights to return goods, they can 

avoid needless phone calls and complaints.

With pressure starting to mount now from the public to get 

things back to a state of normality, firms need to think very 

carefully about their messaging. My advice: keep it simple, 

don’t over promise and ensure you think through all of the 

consequences.

Make guidance and policies 

straightforward and clear 

for consumers.

Avoid booking holidays for 

now, as you will struggle for 

insurance and refunds.

If you are changing your 

refund or return policies - 

make these really clear and 

easy to find online.

Be careful not to over 

promise as we move 

forward and be mindful of 

the consequences of your 

messaging.

Martyn James

Head of Media & PR, Resolver Group

martyn@resolvergroup.com

mailto:martyn%40resolvergroup.com?subject=
https://www.linkedin.com/in/martyncjames/
https://twitter.com/martyncjames1


Consumer Insights
Patrick O’Connor

Energy

Finance

Travel

Leisure

Shops

24%

37%

24%

5%

10%

As an organisation, how do you look at complaints: as a problem or an opportunity?

At Resolver we’ve had almost 6 million complaints come through from consumers, through 

which we’ve been able to compare complaint data across sectors to identify trends and insights. 

This week, we focused on customer Ease of complaining. Specifically, how easy consumers find it to complain to a 

company. We asked our delegates on the webinar (who operate across a variety of sectors) to vote on which sector they 

believed to be the easiest to raise a complaint with.

As you can see, finance was the clear winner, which our 

data can validate as true; finance is the easiest sector 

to complain to. Alas, despite being joint second above, 

Energy is in fact deemed the worst sector when it comes 

to Ease. Lets get the summary:

1. Finance leading in Ease 

In the past 12 months, our data highlights the energy 

sector has been the most difficult to complain about.  

And whilst there has been a general decrease in Ease 

scores overall, Finance has been the easiest sector to 

complain about.

2. Customer Ease in the UK is falling 

In the past 12 months, there has been a strong 

downward trend in the Ease of complaining.  Ease is 

down almost 30% in 12 months.

3. Low Ease scores in winter 

In the energy sector, our data shows that the most 

difficult time to raise a complaint is during winter. 

Which is concerning, as this is the time when it can be 

argued that people need it to be at its most easy.

4. Easy like a Sunday complaint 

Our data indicates that complaints raised on a Sunday 

have the highest Ease scores.

5. Finally, is there profitability in Ease? 

Making it easier for customers to complain is shown 

to reduce escalation rates and increase NPS and CSAT 

scores. So trying to reduce complaint volumes by 

making it harder to raise the initial complaint could 

very well be working against you financially.

Patrick O’Connor

Product & Insights, Resolver Group

patrick@resolvergroup.com

Delegate poll 
results

mailto:patrick%40resolvergroup.com?subject=
https://www.linkedin.com/in/patjosephoconnor
https://twitter.com/Patrick27182


Guest Speaker
Sharon Darcy

Providing an essential service in an 
uncertain world: What can we learn 
from the corona crisis to prepare for 
future challenges?

We are all too aware of the uncertainty we find ourselves 

in during the current health crisis. And the disruption isn’t 

set to end with the corona virus. 

Future trends and analysis show we’re moving into a 

world of ‘radical’ uncertainty. 

Things will get better in the short term as we come out 

of the current emergency, but in society we face other 

deep sources of disruption which aren’t going to go away. 

This is the new normal, as we find our world currently 

being reshaped by four disrupting influences.

These disruptors are:

1. Corona virus – health pandemic.

2. Technological change – a disruption causing some 

firms to fail who aren’t able to quickly adapt.

3. Climate and the environment – as a think-tank, this is 

an area Sustainability First is concerned about. Floods 

such as those in the UK in February 2020 caused 

severe customer issues and wide social impact upon 

livelihoods, sanitation and financial security.

4. Social disruption – exacerbated to inequality and 

recession.

So how should businesses approach navigating these 

tricky waters? At Sustainability First, we’ve developed a 

model that we would recommend, especially for firms 

that provide essential services:

• Firstly, build a foundation of ongoing stakeholder 

engagement. Engage with customers, understand them 

and demonstrate you’re doing the right thing.

• Build a licence to operate upon 4 central pillars:

I. Be true to your purpose, values and culture.

II. Maximise your capital – not just money, but also staff 

and natural resources as well as intellectual and social 

capital. Also aim to get the right mix of collaboration 

and competition.

III.  Be fair around expectations, roles and responsibility.

IV.  Have a strategy that resonates with stakeholders, staff 

and customers. 

Following the corona virus, businesses will be under 

greater scrutiny. So if you can get it right and act 

responsibly, it places you in a much stronger position to 

influence your market and regulatory framework.

How to navigate a disruptive 
environment:

• Know your customers through context, how are 

their lives changing? 

• Review your business model for adaptation, 

agility and stress-test assumptions. 

• Show proactive leadership and empower others.

Sharon Darcy

Director, Sustainability First

www.sustainabilityfirst.org.uk

Sharon Darcy is Director at Sustainability First, a 

charitable think-tank working in close partnership with 

consumer groups, government groups, businesses and 

regulators.

mailto:https://www.sustainabilityfirst.org.uk/?subject=
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