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It is time once again to present to our members the Customer Care Scheme Annual  

Report. Who could have predicted, that since March, the business environment could 

have changed so much?

The Society continues to support members in all aspects of your business. Not only 

with Covid-19 updates and advice but also helping you deal with Customer complaints 

that could have escalated to The Trading Standards Institute or to the HCPC.

Despite an 11% increase in unit sales during the period it is pleasing to report that the 

number of complaints is very similar to the previous year. 29 were conciliated last 

year compared to 28 this year.

As we would expect the largest number of complaints concerned refunds, of these 21 

cases BSHAA only had to recommend a refund in 1 case. 

Of the remaining 20 cases 9 received a refund without a full BSHAA investigation. BSHAA 

encourages businesses to settle the complaint before a full review is undertaken by BSHAA. 

2 companies gave goodwill refunds, even though BSHAA did not consider there to be 

any case for a refund. 

After reviewing the client records, client correspondence and other documentation 

BSHAA did not recommend a refund in 9 cases. Case summaries are the Report. 

For the first time BSHAA received 2 complaints regarding wax removal. After a full  

investigation BSHAA concluded that neither case had merit.

One complainant complained to the HCPC and after BSHAA’s investigation and a  

submission from the Audiologist the HCPC decided not to take the matter any further. 

Those Audiologists and companies that have used the scheme have often talked through 

issues with the CCS team before a formal complaint is submitted. These members 

know they will receive a non-judgemental honest opinion and often a practical  

solution to resolve the issue. We have also been used for a second opinion in cases 

where the Audiologist wants to make sure they are approaching the complaint correctly.

A complaint handled well is often positive publicity for the business. One client who 

had numerous problems with the aids and very poor service, took the trouble to write 

a letter advising that after their complaint had been resolved, they now had an  

excellent hearing system and confidence, going forward, that they would receive 

many years of good hearing and aftercare.
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The Customer Care Administration team have had another busy year. We support 

the consumer if they want general guidance and our Members, not only by resolving 

cases in an impartial manner, but also by providing general advice to Members if they 

are unsure how to handle a particular problem.

Where a complaint can be resolved quickly without a full investigation (BSHAA had 9 

such cases) clients and Audiologists benefit. It also it minimises BSHAA’s  

administration costs. We always try to encourage resolution by the company in the 

first instance and we will not get involved unless the client has engaged with the  

supplier’s own complaint process.

Last year 29 cases were reported directly by the public to the Health and Care  

Professions Council (HCPC). These mainly concerned professional issues and not 

commercial matters. We continue to liaise with the HCPC where appropriate. Of 

course, the best way to avoid a referral to the HCPC is to deal with complaints quickly. 

There is nothing more frustrating for a complainant if it’s not dealt with quickly or if 

they need to chase for replies. If a Member feels stalemate has been reached with 

the client quickly refer them to the Customer Care Team, rather than let the client 

research on the internet for the HCPC or Trading Standards!

345,000 units of hearing aids were sold in the UK for the period 1 January 2019 to 31 

December 2019 and only 50 complaints were referred to BSHAA. The few number of 

complaints BSHAA received has confirmed the “buy with confidence” ethos of BSHAA 

members. BSHAA continues to enrol automatically its 1350 members into the  

Customer Care Scheme.

Summary



5

BSHAA Customer Care Scheme – 2019/20 Report

The Citizens Advice Bureau, Trading Standards Institute, the HCPC and Action on  

Hearing Loss have continued their support of BSHAA’s conciliation scheme. It is  

rewarding that The Trading Standards Institute had the confidence to refer a  

complaint to BSHAA.

The Customer Services Committee’s Guide to Better Hearing booklet has continued 

to be a great success with the Membership. As the booklet is now out of stock the 

Customer Services Committee is taking the opportunity to review it and update where 

appropriate. Extracts of the booklet are sometimes used by the Administration team 

to send to complainants to explain an outcome of a conciliation case. Copies of the 

booklet can be purchased by BSHAA members from BSHAA.

As part of the ongoing service to our members if there are any shortcomings in client 

records or other areas where we consider improvement is required we provide feedback 

on the basis that we try to help our members improve standards.

The Customer Services Committee has also produced a number of articles for BSHAA 

People magazine, which is sent to its Members, regarding: continuity of service,  

disposal of hearing aids and consent and record keeping.
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Of the 50 complaints, 6 were not progressed by the client after initial contact with 

BSHAA. 3 cases were in respect of non-members so the full conciliation service could 

not be provided. 1 complaint was in progress at the year-end. The remaining 40  

complaints were resolved as follows.

No valid case
There were three cases where the client did not have a valid complaint:

• NHS 

One was in respect of NHS supplied aids. BSHAA cannot get involved in these cases 

as the NHS has their own complaint procedure.

• Aid not working properly 

The client only required recalibration of the aids.

• Warranty 

The client wanted the company to extend the four-year warranty as it was coming 

to an end as they maintained the aids “kept breaking down”, however the  

maintenance issues were due to the client not cleaning the aids properly.

Company in Administration
6 complaints concerned a company that went into Administration. BSHAA was able to 

advise complainants on a range of issues.

Settled Outside of the Customer Care Scheme
Four cases were settled outside of the BSHAA Customer Care Scheme:

• Fitting issues 

The client reported fitting issues which were satisfactorily resolved before BSHAA 

started its investigation.

• Dome got stuck in the client’s ear 

The company dealt with the issue without the involvement of BSHAA.

• Referred to the small Claims Court 

Client referred the matter to the small claims court and did not want BSHAA’s involvement.

• Poor performance 

New RIC receivers were fitted which resolved the complaint.

The complaints and how they were resolved



Poor service
Two cases were received concerning poor service

• The client maintained there had been poor service. On reviewing the client record it 

was evident that the client had received excellent service and was using the  

complaint to try to get a discount on the cost of the aids.

• The client was without their aid for 2 weeks. The Company extended the warranty 

for a period of 1 year, which the client accepted.

Clinical Wax Removal
BSHAA received its first two cases relating to the removal of wax.

• One client claimed that they now had continuous Tinnitus, pain, discomfort,  

(resulting in the necessity to use a walking stick), that the consent form was folded 

so they could not read the possible risks and no medical history was taken. BSHAA 

concluded that the declaration on the possible risks was adjacent to the signature 

and would have been seen even if (which was unlikely) the form had been folded. 

There was evidence of a medical history. The client did not express any discomfort 

to the sound of the microsuction at the time of the appointment, if it had been as 

described by the client “like a pneumatic drill” they would have alerted the Audiologist.

• The second client claimed: dizziness, a worsening of their Ménière’s symptoms and 

poor customer service. BSHAA concluded that it was very unlikely that symptoms 

would worsen as Ménière’s affects the inner ear and wax removal takes place in the 

outer ear. The client signed a form after the procedure confirming that they were 

happy with the procedure – at the time the client made no mention of dizziness. 

Customer service had been excellent.

Product Failure
Two cases concerned product failure. In both cases the Company upgraded the aids to 

a better specification free of charge.

BSHAA Customer Care Scheme – 2019/20 Report
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Refund Issues

By far the largest number of complaints was in respect of refund requests, as would 

be expected. 21 such cases were investigated.

• 1 case BSHAA recommended a full refund.

• 9 cases were received where a refund was provided without the need for BSHAA  

to conduct a full review.

• 2 cases where the company gave a refund as a goodwill gesture. In 1 case BSHAA 

supported a refund.

• 9 cases where there was no case for a refund.

The cases are summarised below:

Full or partial refunds supported by BSHAA

• The aids were of no benefit 

The client had a 90-day trial period and did not complain of any problems during this 

period. However, the specification of the aids was very slightly outside the range of 

hearing loss on one aid. The Audiologist maintained that due to the client’s budget 

constraints this was fully discussed prior to purchase. The notes however did not 

reflect this conversation. A 50% refund was agreed with the client.

Goodwill/partial refunds or discounts even though there was no case to 
pay a refund

• The client maintained there was a product fault 

The dome became stuck in the client’s ear and had to be removed whilst on holiday, 

at a cost. BSHAA concluded there was no product fault and that the problem was 

incorrect fitting of the dome by the client. The company made a goodwill gesture of 

£100 towards the cost of the treatment.

• Aid disposed of without client’s consent 

The client maintained that they inadvertently left their old aid with the Audiolo-

gist, whilst trialling a new set of aids. The Audiologist disposed of the aid as it was 

beyond repair, not functioning and the client agreed to its disposal. After the trial 

period the client wanted the old aid back as they were not proceeding with the pur-

chase. The Audiologist maintained that he had consent from the client to dispose of 

the aid. A trainee was present at the time who supported the Audiologist’s version 

of events. If, as alleged by the client, the aid had been left by mistake they would 

have contacted the Audiologist to get the aid back within a couple of days of getting 

home. The week trial of the new aids did not start for 3 weeks after the initial  



99

BSHAA Customer Care Scheme – 2019/20 Report

appointment, therefore the aid was left for a total of 6 weeks without any enquiry 

from the client. On balance BSHAA concluded that the client had given consent for the 

disposal of the old aid. However, the Audiologist as a goodwill gesture, replaced the 

old aid as they acknowledged that  they should have asked for a signed Consent Form. 

No case for a refund

In the following cases BSHAA did not uphold the refund request:

• Hearing aids not suitable and did not improve hearing 

There was no indication of any dissatisfaction during the trial period. The client was 

an existing hearing aid user so had a benchmark to measure any improvement. The 

hearing aids were suitable for the client’s hearing loss.

• The client maintained there was a product fault 

Domes became stuck in the client’s ears three times resulting in A & E visits. The 

client considered there was a product fault. The client however did not report to 

the Audiologist that the dome became stuck in their ear on the first occasion. Had 

the client done so the Audiologist could have advised and instructed the client on 

correct fitting of the dome. This may have avoided another 2 visits to A & E. Prior to 

the complaint the client had the aids for 18 months and the A & E visits were recent, 

demonstrating that the client could correctly fit domes. 

• Request for Replacement aids as the current set were still under warranty 

The client purchased a new set of aids while their current aids were still under their 

4-year warranty. After a year they wanted a refund on the new set of aids. The client 

however had not expressed any dissatisfaction with the new aids in fact there 

were very few appointments, suggesting a good hearing outcome. A very generous 

customer discount had been offered on the second set of aids and a 30-day money 

back trial period was provided. It was unreasonable to expect a refund just because 

there was a year left on the warranty on the original set of aids.

• Unreliable aids 

The aids had been worn for 2.5 years. The client complained that there were  

continuous problems and they were unfit for purpose. The client was not following 

the Audiologist’s advice regarding cleaning the aids properly or regularly. Due to 

poor cleaning the receivers had been replaced on numerous occasions, free of 

charge. The aids were suitable for the hearing loss and were fit for purpose. 

• Different audiogram results 

The client had three audiograms, by different Audiologists each showed different results. 

The client claimed that the results on the third test proved that they didn’t need hearing 

aids. The first audiogram however showed that hearing aids would benefit the client so 

the aids were correctly prescribed. 
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• Hearing aids not providing any benefit 

The client maintained that the aids were of no benefit, not fit for purpose and therefore 

wanted a full refund. The client however had not been wearing the aids all the time 

and often only wearing one. They were not following the Audiologist’s advice. A  

90-day trial period had been provided so the client could have assessed any benefit 

and if none, returned the aids and receive a full refund. It was unreasonable to wait 

10 months after the initial supply before complaining.

• No check ups 

The client’s main complaint was that they were left for a year with no interaction with the 

dispenser. The company in fact had agreed with the client that the client would make  

contact with the company should they need an appointment. The client was adamant 

that this was not the case. However, on listening to the phone recording it was clear that it 

was the client who had agreed to make the contact. 

• Aids not providing any benefit 

The client’s relative complained that the client was taken advantage of, the company did 

not make contact to arrange any appointments and the aids provided no benefit.  

Furthermore, the client was unable to return the aids as they were house bound. The 

client had since died and a full refund was requested by the relative. The client had been 

correctly prescribed hearing aids. Another close relative had attended appointments with 

the client so this did not support the argument that the client was taken advantage of and 

there had been a 90-day trial period. Furthermore, the relative who was requesting the 

refund only lived 10 minutes away from the client so could have returned the aids within 

the trial period. 

• Intermittent performance problems 

The client complained that they experienced intermittent problems with the aids and they 

hadn’t been informed that wax might be a problem. The client wanted a refund on one 

aid (having lost the other aid). The client was not cleaning the aids properly or changing 

filters regularly. The client paid for the aids 3 weeks after fitting at the same time as  

confirming they were happy with the aids and they gave positive performance  

comments. The client also confirmed that they had been advised how to correctly use 

and maintain the aids. The intermittent problems were caused by receivers failing due to 

poor maintenance. It was not reasonable to ask for a refund 6 months after fitting.

 

Non-Professional Behaviour

There were no cases reported under this category.
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The cases have highlighted certain areas where companies could improve their  

customer care in the future. Some of the lessons to be learnt are the same as the  

previous year and are summarised as follows:

• Respond quickly 

When a complaint is received respond quickly to the client. It further exasperates 

the client to have to chase up a complaint.

• Manage expectations 

Especially when clients have very poor residual hearing and any gain will only be 

marginal.

• Be pro-active 

Be aware of clients that might need extra support. Perhaps see them twice in the 

trial period. Don’t wait for them to present with problems, especially where there is 

a severe hearing loss.

• Manage trial periods 

If a client is having problems either extend the trial period or remind them about the 

end date of the trial period, in writing. Avoid repeatedly assuring the client that the 

issues will be sorted out - it then becomes a rolling trial period and too late for the 

client to get a refund or the business to receive a manufacturer’s credit. 

• Record, Record, Record!! 

If clients insist on a certain model of aid but the Audiologist considers that a different 

type of aid will give a better outcome record this conversation in the client record. 

Consider following this up with a letter to the client. This action avoids the client 

claiming that they were not fully advised.

• Hygiene Care 

If aids have to be frequently serviced by the Audiologist or returned to the  

manufacturer for service/repairs due to wax/poor client hygiene advise the client of 

the reason for the repair and counsel them on how to clean them. Record that you 

have had this conversation.

• Outcome confirmation to the client 

Consider sending a letter to the client after the end of the trial period thanking them 

for their custom and that you were pleased that their hearing outcome had been 

positive – or similar wording. 
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The scheme received 9 feedback forms from clients. As per the trend in recent years, 

mainly clients that received what they wanted gave a more positive feedback than 

those where we did not uphold their complaint.

Comments on the forms were: 

• Thank you so much for your help. At long last after 9 months I have now been  

supplied with replacement hearing aids. Thank you again. Excellent

• The help and support given to me by BSHAA went far beyond my expectations.  

I cannot think of any further improvement. 

• My expectations were met – couldn’t have been better!

• The complaint was not addressed. The company should have given printed  

instructions. When bathing, showering, or swimming, its common sense to remove 

but sweat either on holiday or exercising were not mentioned at all. I was misled at 

point of sale. Listen carefully to complaint. I have no confidence in you as you are 

regulating yourself. I expect you will just tear this up.

 (this client did not maintain the aids as instructed. They suffered with excessive 

moisture and wax and in these circumstances a more meticulous cleaning regime 

is required and more frequent wax guard replacements.)

• My expectations were more than met your help was excellent.

• You should celebrate your skills as a mediator because your ability to get this case 

moving has been truly impressive.

• BSHAA gave me the impression that the Company could charge any price just to suit 

themselves, missing the point about value for money. When I explained that my 

hearing aid flew out of my ear I expected BSHAA to see that it isn’t careless  

behaviour by me.

 (BSHAA is unable to become involved in pricing as it is a free market and value for 

money is subjective.)
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• After contact with your company our hearing company replaced our existing aids 

with no charge – it worked well

• My expectations were met. Initial contact was good but speed of written follow up 

was poor.

 (The client’s original letter was received by BSHAA on 16 December. Acknowledged 

on 23 December asking for the consent form to be signed for BSHAA to become  

involved. The consent form was received on 6 January 2020 and sent to the  

dispensing company on that date. 13 January BSHAA confirmed to the client that a 

refund would be paid. It was in fact only 7 days from receipt of the consent form to 

resolution.)

Ending on a positive note that a serious complaint can turn into a positive outcome

• An extract of a letter received – I am happy with the upgrade. I appreciate your help 

in achieving this solution and the generous offer from the company in response to 

the trouble I had [product and service]. A very satisfactory outcome and an  

excellent hearing system. I am confident I shall have many years of good hearing 

and after care from the company.
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Table 1. Feedback on Scheme administration

Poor OK Good Excellent

How did we respond to 

your complaint?
1 2 1 7

Did we keep you  

informed?
1 3 2 5

How courteous  

were we?
1 0 3 6

How helpful were our 

letters?
1 2 2 6

Company response 2 3 1 5
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Customer Care Scheme complaints 2014/15 to 2019/20

 2014/15   2015/16   2016/17  2017/18  2018/19  2019/20

Total number of complainants 42  45  37  43  45  50

Complaints not progressed by client 6  5  3  4  2  6

Resulting number of cases investigated 36  40  34  39  43  44

No valid case 8  15  3  6  6  3

Company in administration 0  2  1  1  2  6

Processed outside CCS/ non members 0  1  4  7  6  72

Resulting number of complaints for conciliation  28  22  26  25  29  28

Unable to contact company 91  2  1  0  0  0

Refund issues 16  17  24  24  25  21

Non-Professional behaviour 0  0  1  1  0  0

Poor service/administration 3  0  0  0  4  2

Clinical Wax Removal 0  0  0  0  0  2

Product failure 0  3  0  0  0  2

Complaints outstanding (current year only) 0  0  0  0  0  1

Companies involved in total number of complaints  18  18  18  14  18  15

– Companies with multiple cases 6  8  7  5  10  5

Cases referred to the HCPC 2  0  0  0  0  0

Cases leading to Scheme sanctions 0  0  0  0  0  0

Cases resulting in a BSHAA disciplinary hearing 1  0  0  1  0  0

BSHAA members 1112  1173  1191  1352  1200  1342

HCPC registrants 2133  2457  2593  2908  3025  30473

Percentage of HCPC registered audiologists in CCS 34%  48%  46%  46%  40%  44%

Notes

1. 9 complaints against 1 company

2. Includes 3 cases in respect of non-members

3. At June 2019
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