Our aim is to provide a robust and transparent judging process that provides clarity and conﬁdence to all involved.
Entries are scored using predetermined criteria, with wri�en entries being used to provide shortlisted ﬁnalists who
then also make 15-minute presenta�ons to a panel of judges. Scores are generated from a combina�on of the wri�en
entry and the live presenta�ons.
Winners from each category are iden�ﬁed based on the highest score. There will be an Award for the overall winner
for the UK Complaint Awards 2022, which is the entry with the highest score. The Best Complaint Handling Team of the
Year and the Professional of the Year categories are excluded from the overall winner Award.
All entrants receive feedback reports to help con�nuously improve their business performance. Finalists will receive
evalua�on feedback reports showing their performance vs other ﬁnalists, including winners.
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There is a standard set of 5 criteria across all of the categories. All 5 criteria will be used for both the shortlis�ng of
ﬁnalists (by the judging panel) and for the scoring of wri�en entries (by the ﬁnalist judging panel).

Scoring criteria - Discipline
Overall maximum word count allowed is 2000 words
Each criteria has equal weigh�ng and is worth up to a maximum score of 100

Recommended
word count

About the organisa�on
1. The Business Case
What was the trigger or inspira�on behind the ini�a�ve? What did you want to change
or achieve and why was it necessary? How did you expect your ‘Business As Usual’
(BAU) to diﬀer once you had achieved your objec�ves and goals?

400

2. Measuring Success
What quan�ta�ve measures did you use to aﬃrm the ini�a�ve’s success?
Where quan�ta�ve metrics were diﬃcult to prove, how else did you assess this and/or
performance? How did these metrics diﬀer to those used before and why were they
be�er? Did you have to change or reassess these metrics as the ini�a�ve progressed?

400

3. Implementa�on
Describe the stages of implemen�ng your ini�a�ve, and the �me periods they ran over.
Did things go according to plan or did you have to make changes, and what led to this?
What impact did implemen�ng these changes have on BAU and how did you minimise
any disrup�on?

400

4. Engagement
How did you engage with staﬀ and other stakeholders to keep them on board?
How were they involved or assimilated into the ini�a�ve? How did you address any
issues or manage any conﬂict?

400

5. Beneﬁts and Outcomes
From what period have you been able to measure the success of the ini�a�ve?
What quan�ta�ve results did you achieve? How did they compare with what you
envisaged? How are your results reﬂected in terms of performance, both internally
(QA, KPI outcomes, root cause etc) or, where applicable, externally (such as ADR results
or regulatory informa�on)? Did the ini�a�ve have any addi�onal beneﬁts or
posi�ve results that you didn’t originally foresee – or any nega�ve ones? How will
you ensure you can sustain or con�nue to improve these results?

400

Scoring criteria - Best Complaint Handling Team of the Year and Professional of the Year
Overall maximum word count allowed is 2000 words.
Each criteria has equal weigh�ng and is worth up to 100 points.

Recommended
word count

About the organisa�on
1. The Business Case
What was the trigger or inspira�on behind the ini�a�ve? What did you want to change
or achieve and why was it necessary? How did you expect your ‘Business As Usual’
(BAU) to diﬀer once you had achieved your objec�ves and goals?

400

2. Measuring Success
What quan�ta�ve measures did you use to aﬃrm the ini�a�ve’s success?
Where quan�ta�ve metrics were diﬃcult to prove, how else did you assess this and/or
performance? How did these metrics diﬀer to those used before and why were they
be�er? Did you have to change or reassess these metrics as the ini�a�ve progressed?

400

3. Implementa�on
Describe the stages of implemen�ng your ini�a�ve, and the �me periods they ran over.
Did things go according to plan or did you have to make changes, and what led to this?
What impact did implemen�ng these changes have on BAU and how did you minimise
any disrup�on?

400

4. Engagement
How did you engage with staﬀ and other stakeholders to keep them on board?
How were they involved or assimilated into the ini�a�ve? How did you address any
issues or manage any conﬂict?

400

5. Beneﬁts and Outcomes
From what period have you been able to measure the success of the ini�a�ve?
What quan�ta�ve results were achieved? How did they compare with what you
envisaged? How are your results reﬂected in terms of performance, both internally
(QA, KPI outcomes, root cause etc) or, where applicable, externally (such as ADR results
or regulatory informa�on)? Did the ini�a�ve have any addi�onal beneﬁts or
posi�ve results that you didn’t originally foresee – or any nega�ve ones? How will
you ensure you can sustain or con�nue to improve these results?

400

Scoring Guidelines
Ra�ng

Descrip�on of how well the entry meets the criteria

Outstanding

Compelling, robust, fully evidenced descrip�on

80 - 100

Strong

Very good story with some strong evidence

60 - 79

Adequate

Good, well evidenced descrip�on

40 - 59

Limited

Some weak areas, would have beneﬁted from more evidence

20 - 39

Weak

Unconvincing, weakly evidenced descrip�on

0 - 19

Score available

