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Project Minerva set out to capture challenges 
and opportunities within evaluation and co-
create a set of recommendations considering 
learnings from other industries and current best 
practices.
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Experts from other Industries:
A summary of what we heard



Amy Lecomber | NATO
Evaluation comes with roadblocks in the way, but pragmatism rules the process 

Why is evaluation important?
As an organisation funded by nation states, NATO is held accountable for 
the success and penetration of their comms.

Amy works in the NATO comms department working with member 
states to achieve this. 

Evaluation isn’t easy in any industry:
• Countries have differing skill sets, experience and response times
• There are many outside variables influencing results
• The department’s evaluation budget is low and often non-existent

So NATO are pragmatic about their evaluation

The OASIS model 



Amy Lecomber | NATO
There is no one size fits all, but evaluation can be done on the smallest budget

Frameworks help aid the team:
• NATO have adopted the OASIS model –focusing on audience 

insight and evaluation. 
• The GCS Evaluation Framework used by NATO doesn’t advise on 

which methodologies to use, this is where evaluation teams 
should help the wider company

But, there is no one size fits all with evaluation
• Different budgets and audiences will mean that approaches exist 

on a spectrum. 
• Regardless of budget or audience type, they can measure what 

stakeholders want, how they perceive their department and how 
to communicate with them
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• Script surveys in-
house 

• In-house focus 
groups/interviews

 Yields fast, 
indicative results

• Buying space on 
external syndicated 
tracking surveys

 Can reach general 
public

 Can track over 
time

• Commissioned 
research: 
benchmarking & 
tracking

 Robust analysis
 Can conduct driver 

analysis
 Large scale qual 

/quant achievable

Approach Benefit
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Matthew Chisambi| NHS
When working across different scales of complexity, proportionality is key

Example of a Macro Approach
• Question: Does increasing access to GPs over the weekend reduce 

A&E waiting times?

How they answered this question:
• Data driven approach – interrupted time series analysis
• Systematic review of academic literature

What worked, what didn’t?
 Robust data analysis
 Telling the human story of the problem
 Change constrained by national mandate (was it worth it?)
 Complex approach choosing the correct audience
 Time-lag
 No control group

The approach to evaluation depends on 
perspective & objectives



Matthew Chisambi| NHS
There were 5 key learnings on best practice evaluation

1. Be clear on your desired outcomes
Aiming for: Better sharing of data

2. Perspective & objective shapes approach
Aiming for: A reduction in time-lag for robust analysis (through 
automation of extraction, cleaning and analysis)

3. Combine real-world stories & real-world data
Aiming for: Deeper understanding of human challenges

4. Balancing accuracy with complexity
Aiming for: Devolved ownership of evaluation

5. Strategically communicate your findings
Aiming for: Improved use of control groups



Peter Bailey| The Money and Pensions Service
Creating and sticking to principles is key to success

How has evaluation helped the Money and Pensions Service?

Evaluation has helped the service move beyond monitoring to answering questions around process and impact

What works well?
1. Get clarity of purpose/questions to be answered… 

and get consensus at the start
2. Build on existing research/evaluation
3. Don’t under-resource it (money and skills)
4. Expect the unexpected… and get ready to be 

flexible
5. Get the timing right
6. Learn from what you find… and share it with 

others

What hasn’t worked?
Evaluation has failed when they have deviated from the plan, 
examples of this include:
1. They didn’t give it enough resource and time
2. They chose the wrong approach
3. No senior buy in, leading to no uptake of findings
But other factors can come into play
1. Changes to context, that affect the activity we are evaluating
2. Poor quality evaluators
3. If the evaluation isn’t useful/used, future investment stops



Peter Bailey| The Money and Pensions Service
Take a step back before choosing the most appropriate and proportionate method

Understand 
your 
programme

Measure a 
change

Learn and 
Share

Analysis and 
reporting,

Link to Evidence Hub.

Using Theory of 
Change 

Outcomes 
Frameworks, 

Understand causality 

Use Theory of Change before choosing the most 
appropriate and proportionate method:

Before choosing your evaluation approach/method:
1. Understand your activity, how you expect it to work, and 

the context it operates in: how and where is it delivered, 
who to, when etc (using Theory of Change)

2. Be clear about your purpose and the questions you want 
to answer (don’t overcomplicate it)

3. Then choose most appropriate (for the questions, context, 
stage of development) and proportionate (scale of 
evaluation = scale of activity) method.



Thomas Harrison| BSI
There are parallels between Gambling and Energy Providers

Evaluation needs to start from the ground up
Training and educating front line staff in how to spot evaluation (both success 
stories and causes for concern) in order to build a bank of knowledge from 
those who are on the ground with customers every day to evaluate from. 

Contact methods
It is essential to contact customers through the right channel, with the right 
message and at the right time. Whilst this is difficult, a decision tree and 
principles could help open the channels of communication ensuring that 
bespoke contact methods are used for specific evaluation techniques. 

Consistency of approach
Taking a firm but consistent approach will provide longitudinal data and 
stories that can be codified and used as best practice or knowledge portals to 
help to continually iterate the evaluation processes. 



The Experts:
Q&A Session



Q&A: Making data live on & learning from mistakes

Evaluation tends to be a one off event at the end of a process. How can we make this more of an ongoing 
process that then lives on?
Matthew: You need to get your reports to live and breathe. We all have a huge amount of data, which needs to be used 
in an interactive way. If you don’t create feedback loops internally, this data will dry up, so ensure that the loop is closed. 
One thing to think about is what can be reported on an ongoing process. The BBC do great reports on waiting times at 
A&E departments which a huge amount of people interact with. Why not do the same?

The results we see are not always positive. How can we better embrace failure? 
Peter: We actively ran a ‘What Works Fund’. Companies use our tools and get awarded grants. Through that we 
unearthed a range of failures, which we could then work on. But perhaps failure is the wrong language, learnings are 
better.
Thomas: It’s only a failure if there are no learnings.  
Amy – Perfection is the enemy of good. Everyone makes mistakes, and that’s ok. Just make sure you learn from them. 
Matthew: The NHS has a culture of science. When evaluation comes out as a failure, it’s not such an issue. We try to 
upskill providers on evaluation and then that training is passed on and a community is created for evaluation. 



Q&A: Sometimes it is about having confidence rather 
than having a concrete answer. 

It can be hard to pin down causality. How can we isolate control groups?
Peter: It can be easy to jump to a control group. But it’s best to go through a process first. Be sure of what you are trying 
to deliver and your intervention before you opt for a costly control group. Make tweaks to the intervention and be sure 
you are reaching the right people first. Causality can be tested with control groups, but it’s not always the best method. 
Matthew: It depends what data you have. Of course, self-exclusion data can be shared. But as a lone operator you don’t 
have unique identifier number. Luckily the NHS has a number so we can isolate groups. In the absence of that, isolate a 
group at the start and don’t show them the safer gambling messages [if this is safe].   

When should we do a RCT and when should we run a focus group?
Peter: Qual approaches can be quite complex and better as an approach than quant. Sometimes RCTs are exactly right, 
but they can be difficult to get to the bottom of a complex subject. When this is the case you should use a triangulation of 
methods to get a view to find the answer. Sometimes it’s having confidence that something is the case instead of having a 
concrete answer. 
Matthew: It’s about proportionality. Clinical trials are for robust evaluation, but sometimes a simple AB test can do the 
trick. You don’t always need to go through all that effort. 



Q&A: Take a step back and think before jumping to a 
control group

How do you choose who to evaluate?
Amy: With NATO we’re aware there is a ticking timebomb in western countries that don’t recognise the work it does. We 
try and raise awareness with those people and that’s who we target. Of course, digitally it’s easy to focus on one group but 
offline, we include other groups. 

How do we get internal buy-in on evaluation?
Matthew: It’s all about creating malleable messages that reach different stakeholders. They need to be easy to 
understand and have an emotional side. 
Thomas: We ran staff training on the identification of vulnerable people. Making this about real people and applicable 
for staff’s day-to-day activities meant that during the training someone jumped out to ring the helpline and report a 
vulnerable person, who he previously hadn’t recognised as needing help. 
Peter: I worked with a bank, where everyone had different motivations and operational processes. We involved the bank 
in the process from the beginning which was great because it meant we understood their processes. It helped with buy in 
and the project was a success. Ensure that you tweak evaluation to suit the approach – on this project they needed fast 
rapid testing that focused on what the client wanted to hear.



Q&A: Working together creates efficiencies: 
collaboration is the key to success

Isn’t there a piece for collaboration here? We are all doing it separately, but should we be looking at an 
overall objective of safer gambling? How can we work through that process?
Amy: You can evaluate against the same objectives. If one of you specialised in qual, and another in quant why can’t you 
share that resource? Think about having a biannual forum to share results, or group together and get a 3rd party in to 
evaluate.
Thomas: The BSI is massively in favour of collaboration. Small companies can’t invest in AI but can share data with 
those that do have access. Collaboration is key to doing this well.
Matthew: The NHS try to move people from hospitals to GP care as it’s cheaper, but the system is based on competition, 
so hospitals might want to bring people in to get more income. You need to ensure you’re not working in silos. 

We know we need to be pragmatic with metrics, but there’s a frustration on what the metrics are. This 
causes tension. How are those conversations are had?
Thomas: If you have a hypothesis, tying it to a single KPI is dangerous. You need to have 2/3 things leading into a 
hypothesis to have a better indicator of what is going on.
Peter: Think about the Theories of Change. Get people around to decide what you want to deliver and achieve. This is 
tricky if the KPI decision maker and evaluator are different. 



Operator views on
Evaluation



Data
Resources

Defining Evaluation

Buy-in 
Culture 

Collaboration

Evaluation Challenges
Operator View
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03 Ongoing projects are hardest to evaluate.

02 It’s hard to know what robust evaluation involves and how to structure it to meet 
the changing requirements.

04
When we evaluate, what is our measure of success? Is it self-exclusion? How can 
we understand the impact of our initiatives on customers considering the 
unknown factors at play? D
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We lose sight of the individual customer benefit and end-goal.05

01 Evaluation is complex. We have to revisit the question of whether what we 
evaluate is the right thing to evaluate.

There is no ‘one-size-fits-all’.06

The evaluation protocol is not particularly useful, it is too high level and removed 
from the practical details.07
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03 We can’t isolate a control group. 

02 Staff turnover makes consistency and quality control difficult.

04 We don’t have standard KPIs.
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It’s a sea of data and stakeholders can’t see the stories. Access to large amounts of 
data can mean that evaluation gets stuck in the numbers, not in the human 
stories that create buy in. 

05

01 Standard project and resource planning tools calculate commercial impact and 
can drop safer gambling initiatives to the bottom of the pile.

Teams focusing on safer gambling initiatives are growing, however integration of 
safer gambling into commercial teams takes time. 06

We’re constantly creating new processes and initiatives. There isn’t the time to 
stop and think.07
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03 We see other operators as competitors. 

02 Evaluation doesn’t create excitement.

04 The Gambling Commission can be hard-line parents, not helpful partners.
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A number of collaboration projects are currently ongoing and progressing to the 
stage at which they will be available to other operators. We need to consider how 
to design a joint evaluation of the outputs.

05

01 Internally, we don’t connect safer gambling evaluation to commercial evaluation.

We are all trying new things, one of the problems is that they are not all as visible 
as the commercial initiatives.06

Experimenting means risking potential regulatory action. 07



Learnings From The Day 
Evaluation Recommendations



22

Evaluating at multiple points of a process, rather than 
at one point only as standard

Integration of 1st and 3rd party data, where applicable, in 
order to leverage work already conducted by 
others/other operators 

Encouraging evaluation as a routine part of planning 
new activities across teams 

Moving towards thoughtful, shareable ‘frameworks’ 
(including hypotheses, data over time, and next steps) 
rather than static ‘dashboard’ reports

Robustness & Credibility 
‘Closing the loop’: rich, live & ongoing data 

Evaluate across the lifecycle of a project, with data that informs and influences.

01

Balance quantitative & qualitative data (real world stories 
and real world data)

01

02

03

04

05

Ideas and recommendations from the day: 



Ideas and recommendations from the day: 
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Pragmatism & Proportionality
Efficiency through better planning

Anticipate evaluation from the outset, and prepare resources as such.

02

A ‘Theory of Change’ model, with short and long-term 
goals outlined, shared across the industry and co-
created with the regulator

Ensure representation from safer gambling teams at pre-
launch of every consumer-focused business activity

Allow time for defining safer gambling success 
measures/targets ahead of intervention launches 

Design evaluation proportionally to the activity/project 
and fitting within the overall plan of business activities

Upskill teams on success measures, rather than only 
operations/logistics 

01

02

03

04

05

06 Recognition of the need to evaluate cross sector, e. g. 
multi operator self-exclusion
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Outcome-focused Approach  
Safer Gambling innovation

Innovate with the end goal in mind, reframing ‘failures’ as ‘learnings’. 

03

Consider the available repertoire of methods and 
measures (rather than RCTs exclusively)

Measuring multiple KPIs for every hypothesis (as each 
one is just an indicator and it is the holistic approach 
that is evaluated) 

Ongoing dialogue with the Commission on 
intervention learnings, rather than reporting on 
failure/success at the close 

Tailor evaluation to the initiative, it has to be relevant. 
Scale down the first stages of initiatives which have 
potential wide-ranging impact

Engage your commercial teams in the process and 
consider transferable models, which could be applied to 
safer gambling projects

Engage with the Gambling Commission at the onset of a 
new initiative to discuss methodologies supporting 
innovation in consideration of potential risk

01

02

03

04

05

06

Ideas and recommendations from the day: 
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A collaborative approach towards sharing and 
coordinating safer gambling trials across the industry -
cross-operator and cross-sector

A forum to share successes and failures openly, in order 
to approach new trials understanding what’s not worked 
and share where things have caused positive impact

Building on and expanding the existing safer gambling 
industry meetings to coordinate strategies and 
activities

An operator knowledge sharing platform for subject-
matter experts

Assistance from the Gambling Commission to stop a 
mentality of ‘us’ and ‘them’, moving instead to ‘ 
collaborative task forces’ and ‘working groups’ with 
individual actions 

Openness & Transparency
Work collaboratively towards a shared end goal

Put customers before competitiveness. 

04

01

02

03

04

05

Ideas and recommendations from the day: 
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01

02

03

04

05

Tone from the top. Relate business priorities to the 
safer gambling strategy 

Cross-department task forces to coordinate safer 
gambling activity with other commercial activity (e.g. 
marketing, sales)

A decision flowchart to formalise and standardise 
evaluation processes that can be used at all levels of 
the business

Building on and expanding operators commitment to 
regular sharing of the success or failure of safer 
gambling initiatives 

Give safer gambling targets prominence alongside 
commercial targets as a routine part of reporting (e.g. in 
annual reports)

Senior Buy-in & Prioritising Evaluation
Safer Gambling Culture

Evaluate with the same focus as launching new projects.  

05

06 Share the progress and effectiveness of your safer 
gambling initiatives across the organisation

Ideas and recommendations from the day: 



Building on existing principles & challenges:
Linking our recommendations back



Operator challenges and discussed 
solutions

‘Expectations = pressure’

‘Evaluation doesn’t create excitement’

‘There is no joined up culture’

‘It’s complex to evaluate’

‘I don’t have the resource’ 

Planning & Pragmatism 

Robustness & Credibility 

Openness & Transparency  

Planning & Pragmatism

Senior Buy-in &  
Openness & Transparency 

Challenge Addressed by



The National Strategy, published in April, 
outlines the role of evaluation (p.22-23) 



For more information please contact:

cocreation@gamblingcommission.gov.uk

mailto:cocreation@gamblingcommission.gov.uk


Appendices:
Expert Slides



Amy Lecomber



Research experience



The OASIS campaign planning approach

Objectives

Audience Insight 

Strategy/Ideas 

Implementation

Scoring/Evaluation

Review and refresh 
the approach after 
each phase 

Use real time feedback 
to optimise 
implementation

Use audience insight to 
check whether objectives are 
realistic and feasible 



GCS Evaluation framework



Evaluation design: the methodological mix



Allocated budgetLow budgetNo budget

• Buying space on external 
syndicated tracking 
surveys

• Commissioned research: 
benchmarking and 
tracking

• Scripting surveys in-
house

• In-house focus groups or 
depth interviews

Research approaches



An example of evaluation pragmatism



Approaches to 
evaluation in 

healthcare
Matthew Chisambi



Briefly on our NHS

Patients
(aka you, me & 

our families)

Providers
(hospitals, GPs, 

ambulances)

Payers
(commissioners, 

Government, taxpayers)



accountability

Why do we measure interventions?



What is an effective intervention?

Health outcomes Care quality

Value for money Working conditions



Evaluation approach should depends on perspective & objective

Increasing complexity?

Micro Meso Macro

Increasingly reductionist approaches to evaluation



Macro approaches

What were we trying to achieve?

• Promote and evaluate performance by the NHS (against all quadruple  aim)

• Launch a new organisation

• Improve relationship between centre and service

How?1

• Targets 

• Devolution and transparency

• Choice and competition

What worked, what didn’t?

 New focus on equipping frontline with skills for internal evaluation

 Establishing pertinent metrics accepted by all (improvement vs judgement)

 Highly reductionist 

 Failure to choose metrics that were sensitive to change over time (next slide)

 Performance in some key metrics did not improve

(1) Barber, M. (2015)



Macro-detail

Number of people waiting >52 weeks from consultant referral to treatment
N and % 
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NHS England statistics



Meso approaches

What were we trying to achieve?

• Evaluate whether increasing access to GPs over the weekend reduced A&E 
waiting times

How?

• Data driven approach – interrupted time series analysis

• Systematic review of academic literature

What worked, what didn’t?

 Robust data analysis

 Telling the human story of the problem

 Change constrained by national mandate (was it worthwhile evaluating?)

 Choosing the correct audience to receive the information / complex approach

 Time-lag

 No control group



Micro approaches

Time

O1 O2 O3 O4 X O5 O6 O7 O8

Interrupted Time Series analysis

X=Intervention (e.g., a policy)  Ot=Measurement at time t

A&E attendance rate, minor cases, all A&E departments (48 time periods)
2013/14 – 2016/17

Chisambi (2016); Naci, H (2016); Serumaga et al. (2011)



Micro approaches

What were we trying to achieve?

• Evaluate whether providing a case worker for high intensity users of 
emergency services 

How?

• Deep human-centred case studies

• Simple pre-post design

What worked, what didn’t?

 Secured extension to pilot

 Case studies resonated and led to national media coverage

 Intuitive approach to measuring the problem

 Approach not most academically robust

 Not enough focus on health outcomes and quality

Channel 4 News



What’s best and ideal?

Key takeaways
i. Be clear on your desired outcomes

ii. Perspective + objective shapes 
approach

iii. Combine real-world stories with 
real-world data

iv. Balancing accuracy with 
complexity

v. Strategically communicate your 
findings

What are we aiming for?
• Better sharing of data

• Reduce time-lag for robust 
analysis (through automation of 
extraction, cleaning and analysis)

• Deeper understanding of human 
challenges

• Devolved ownership of evaluation

• Improved use of control groups



Single Financial Guidance 
Body

Evaluating our work
Why, what works and how

Peter Bailey
Senior Evaluation Manager, Single Financial Guidance Body



Single Financial Guidance 
Body

Why evaluate?

51

Ultimately, to 
avoid wasting 

money on 
ineffective 

activity

To help us 
advise others 
in the sector 
about their 

services

To improve existing 
services – and get 
better results for 

our customers 

To evaluate strategy: 
to understand if we 
are achieving what 

we set out to do 

Learn
Improve

Prove

To demonstrate 
accountability / 

prove impact to our 
funders/Govt

To support the 
design and testing 

of new services

At the SFGB, evaluation has 
helped us to go beyond 
monitoring reach, to answer 
questions about…

• Impact: what was the 
effect of the activity? Did 
it have different impact for 
particular groups, or in 
particular places? 

• Process: why and how it 
happened; which aspects 
were most effective; which 
aspects could have been 
more effective.



Single Financial Guidance 
Body

What works in evaluation?

At the SFGB – and MAS before us – we have used evaluation at different levels: from evaluating 
national strategy, to evaluating specific interventions. 

Some general principles apply, at any level:

- Clarity of purpose/questions to be answered… and get consensus at the start

- Build on existing research/evaluation

- Don’t under-resource it (money and skills)

- Expect the unexpected… and get ready to be flexible

- Get the timing right

- Learn from what you find… and share it with others

52



Single Financial Guidance 
Body

What doesn’t work so well

Where our evaluations haven’t worked so well, its generally when these principles haven’t been 
applied. For example:

- Evaluation hasn’t produced the hoped-for information, because it wasn’t given enough time or 
resource, or because the wrong approach was chosen

- Evaluation hasn’t met the expectations of some stakeholders (even if others were satisfied), 
because they were not involved in the design. Especially a problem if they are senior stakeholders

- The findings/learning from the evaluation have not been used, because it has not fitted with wider 
organisational planning timescales

But other factors have also come into play:

- Changes to context, that affect the activity we are evaluating

- Poor quality evaluators

- If the evaluation isn’t useful, or used, the organisation may not invest in it in future

53



Single Financial Guidance 
Body

What does ‘best practice’ look like?

There is a huge range of evaluation approaches, combining different research methods. Each has its 
place.

‘Standards of Evidence’ are a useful description of how to build up evidence, from understanding how 
your activity works, to measuring changes in outcomes, to testing causality (see also our Evaluation 
Toolkit – next slide). Beware using these as the principal way to choose your evaluation 
approach/method.

Before choosing your evaluation approach/method, you should:

1. Understand your activity, how you expect it to work, and the context it operates in: how and where 
is it delivered, who to, when etc (e.g. using Theory of Change)

2. Be clear about your purpose and the questions you want to answer (don’t overcomplicate)

3. Then choose most appropriate (for the questions, context, stage of development) and 
proportionate (scale of evaluation = scale of activity) method.

54



Single Financial Guidance 
Body

Taking a ‘theory-based, learning approach’ – the 
Financial Capability Evaluation Toolkit

55

Understand 
your 
programme

Measure a 
change

Learn and 
Share

Analysis and reporting,
Link to Evidence Hub.

Using Theory of Change 

Outcomes Frameworks, 
Understand causality 

www.fincap.org.uk/evaluation-toolkit-homepage

http://www.fincap.org.uk/evaluation-toolkit-homepage


Single Financial Guidance 
Body 56

What is a Theory of Change?

From 
GamCare’s
2018-
2021 
strategy



Single Financial Guidance 
Body

More information

- Financial Capability Evaluation Toolkit (including resources under ‘Further Reading’): 

www.fincap.org.uk/en/articles/evaluation-toolkit

- Balancing Act: a guide to proportionate evaluation (NPC, 2016): 

www.thinknpc.org/resource-hub/balancing-act-a-guide-to-proportionate-evaluation/

- Better Evaluation – Choosing Appropriate Evaluation Methods Tool 

https://betterevaluation.org/en/resources/tool/BOND-Choosing-Appropriate-Eval-Methods-Tool

Drop me a line: peter.bailey@moneyadviceservice.org.uk, or find me on LinkedIn

57

http://www.fincap.org.uk/en/articles/evaluation-toolkit
http://www.thinknpc.org/resource-hub/balancing-act-a-guide-to-proportionate-evaluation/
https://betterevaluation.org/en/resources/tool/BOND-Choosing-Appropriate-Eval-Methods-Tool
mailto:peter.bailey@moneyadviceservice.org.uk


Inclusive Service 
Verification

17/05/2019

Protect consumers and inspire trust
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Our purpose

17/05/2019

64

Policy,
Engagement

National 
Standards 

Body

Sales, Membership, 
ICT Platforms

Information 
Solutions

Market Development,
Committee management

Standards

Advisory 
Services

Training
Assessment 

and 
Certification

Compliance 
support



Standards are knowledge



UK Consumer 
Vulnerability

17/05/2019



UK Consumer Vulnerability

Wellbeing – In any given year, 25% of 
adults experiences at least one mental 
health disorder 

Health – 2,000,000 registered with some 
form of blindness or vision impairment

Finance – Almost half of adults don’t 
have enough savings to cover an 
unexpected bill of £300

6
7



Expectations

“Regulators should act robustly to prevent harm to 
vulnerable consumers and encourage companies to 
design systems that work for vulnerable 
consumers”

“We want to see more assessment of the 
effectiveness of different approaches to supporting 
vulnerable consumers.”

OFCOM regulated orgs “must all have policies and 
processes for supporting vulnerable consumers”

6
8



British Standard 
for Inclusive 
Service Provision

17/05/2019



BS 18477:2010

• Encourage adoption of fair, ethical and 
inclusive practices

• Demonstrate best practice in 
identification and treatment of 
vulnerable consumers 

• Help understand consumers rights
• Improve accessibility to services for all
• Increase consumer confidence

7
0
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Inclusion, not just exclusion



Principles of Inclusive Service

17/05/2019
7
2

• Encourage the adoption of fair, ethical and inclusive practices
• Avoid discrimination and complaint mishandling
• Increase consumer confidence and customer service
• Assist organizations to understand what consumers have a right to expect from 

them
• Improve accessibility to services for all
• Demonstrate best practice for organizations in the identification and treatment 

of vulnerable consumers



Policies and planning 

17/05/2019
7
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• Make sure that all staff – from senior management to customer-facing staff –get 
the training and resources needed

• Design services that are flexible and easy to access by as many consumers as 
possible

• Anticipate and prevent potential problems 
• Use customer feedback and complaints to make changes 
• Continually review existing services to see where improvements can be made. 



Flexible services
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• Give staff the power to resolve consumer problems themselves, where possible, 
so that customers are not passed round 

• Allow staff to be flexible when dealing with individual consumer problems
• Have procedures in place to allow third parties (such as carers, or Citizens 

Advice) to act on behalf of individuals. 



Staff training 
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All customer-facing staff should:
• Be trained in how to recognise signs of vulnerability in individuals, identify their 

needs and offer appropriate solutions
• Be trained in relevant legislation, such as the Equality Act, the Disability Act and 

Data Protection Act 
• Be told which organizations might be able to help consumers with particular 

issues so that they can inform consumers



Fair marketing 
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• Make sure that marketing information is clear, jargon free, and not misleading 
• Make sure that inappropriate goods and services are not marketed to vulnerable 

consumers 
• Create a ‘sales code of conduct’ and regularly check that sales individuals are 

following the code. 



Contact methods 
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• Offer several methods for consumers to contact the organization (for example by 
email, telephone and post)

• Offer a free or low cost telephone number
• Have a well-publicized procedure for dealing with complaints
• Keep customers updated on the progress of their enquiry or complaint and when 

it is expected to be resolved. 



Provision of information 

17/05/2019
7
8

• Make sure that bills, letters and other communications are available in a range of 
accessible formats and do their best to ensure that customers receive 
information in their preferred format 

• To test their products and services for accessibility and usability on end users



Inclusive Service 
Verification
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Inclusive Service Clients
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“Being assessed for BS 18477 has allowed us to show that we’re 
continually moving forward through innovation, such as the introduction of 
a Customer Mapping Tool and Inclusive Service Panels, enhancing our 
ability to provide a truly inclusive culture and continue to do the right thing 
for our customers in a more efficient and sustainable way.”

SSEN

“It’s great that our customer service has received BSI recognition for 
identifying the needs of different customers and addressing their 
requirements accordingly.” 

UK Power Networks
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