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UNDERSTANDING THE PROCESS OF REPORTING A BUSINESS TO THE BETTER
BUSINESS BUREAU

When a transaction goes wrong or a service falls short of expectations, many consumers feel a mix
of  frustration  and helplessness.  You might  wonder  if  there  is  a  formal  channel  to  voice  your
dissatisfaction and potentially warn others. One of the most recognized pathways for addressing
such grievances is reporting a business to the Better Business Bureau. While the BBB is not a
government agency,  it  serves as a powerful  intermediary between consumers and companies,
aiming to foster  marketplace trust.  Knowing exactly how to file a complaint,  what information you
need, and what outcomes are realistic can empower you to take constructive action. This guide
walks you through every step of the process, explains what the BBB can and cannot do, and offers
tips for making your complaint as effective as possible.
Many people confuse the Better Business Bureau with a regulatory body like the Federal Trade
Commission  or  a  state  attorney  general's  office.  In  reality,  the  BBB  is  a  private,  nonprofit
organization  that  focuses  on  ethical  business  practices.  When  you  file  a  complaint,  you  are
essentially asking the BBB to mediate a dispute. The organization contacts the business on your
behalf and attempts to facilitate a resolution. While businesses are not legally required to respond,
many do because a BBB accreditation status is valuable for their reputation. Understanding this
distinction is crucial before you begin, as it sets realistic expectations for the entire process.

WHY CONSIDER REPORTING A BUSINESS TO THE BETTER BUSINESS BUREAU?

Consumers choose to report a business to the Better Business Bureau for a variety of reasons. The
most  common  involve  unresolved  disputes  over  products  or  services,  billing  errors,  contract
disagreements,  or  unsatisfactory  customer  service.  Sometimes  a  customer  has  already  tried
contacting the business directly  with no success.  In  other  cases,  the issue involves deceptive
advertising or a failure to honor a warranty. The BBB provides a structured, neutral platform for
airing these grievances.

Accountability and Public Record
One of the primary benefits of filing a complaint is that it  creates a permanent public record. BBB
complaints and reviews are visible to anyone searching for that business through the BBB website.
This visibility can pressure a business to address the issue seriously, especially if they value their
accreditation status or overall rating. A pattern of unresolved complaints can lead to a lower BBB

rating, which directly affects consumer trust and decision-making.

Mediation and Dispute Resolution Services
The BBB does not merely serve as a bulletin board for complaints. It actively engages in dispute
resolution. Trained staff review the details of your complaint, forward it to the business, and request
a response. Many businesses are motivated to resolve issues through this channel because it is cost-
effective and less adversarial than legal action. For the consumer, this means a potential resolution
without hiring a lawyer or spending time in small claims court.

Consumer Education and Prevention
Beyond individual dispute resolution, reporting a business helps the broader consumer community.
Your complaint becomes part of a larger data set that the BBB uses to identify trends, warn about
scams,  and  publish  alerts.  By  filing  a  report,  you  contribute  to  a  more  transparent  marketplace
where other consumers can make informed decisions based on the experiences of people like you.

WHAT YOU NEED BEFORE YOU BEGIN THE REPORTING PROCESS

Successful reporting requires preparation. The BBB complaint system is detail-oriented, so gathering
the right information beforehand will make the process smoother and increase your chances of a
favorable outcome. Below is a checklist of items you should have ready.

Business name and full address: Ensure you have the correct legal name and physical
location of the business. This helps the BBB route your complaint accurately.
Contact information for the business: Include phone numbers, email addresses, and
website URLs. If you have a specific contact person, include their name.
Your full contact information: Provide your name, address, phone number, and email. The
BBB will share this with the business to facilitate communication.
Details of your purchase or interaction: Include dates, amounts paid, product or service
descriptions, and any order or invoice numbers.
A clear description of the problem: Write a concise yet complete narrative of what went
wrong. Stick to facts and avoid emotional language.
What resolution you are seeking: Be specific about what you want the business to do.
Common resolutions include a refund, replacement, repair, contract cancellation, or an
apology.
Supporting documentation: Gather copies of receipts, contracts, warranties, emails,
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photographs, or any other evidence that supports your claim. Do not send originals.

Having these items organized before you start will prevent you from having to pause and search for
information mid-process. It also demonstrates to the BBB that your complaint is well-founded and
serious.

STEP-BY-STEP GUIDE TO REPORTING A BUSINESS TO THE BETTER BUSINESS
BUREAU

The actual process of filing a complaint is straightforward. The BBB has designed its online system to
be user-friendly, but following each step carefully is important to avoid delays or rejection.

Step 1: Locate the Correct BBB Website
Start by visiting the official BBB website. There are regional BBB offices across the United States and
Canada, but the national website (bbb.org) will direct you to the appropriate local office based on
the business's location. Ensure you are on the legitimate site and not a third-party look-alike.

Step 2: Search for the Business
Use the search function on the homepage to find the specific business. Enter the name and location.
The search results will show you the business's BBB profile, including its rating, accreditation status,
and any existing complaints or reviews. This is a good moment to verify you have the correct entity.

Step 3: Initiate a Complaint
On the business's  profile  page,  look  for  a  button or  link  that  says  "File  a  Complaint"  or  "Submit  a
Complaint." Clicking this will  begin the formal process. You will  be asked to create a free BBB
account if  you do not  already have one.  This  account allows you to track the status of  your
complaint and communicate with the BBB.

Step 4: Complete the Complaint Form
The online form will  guide you through several sections. You will  need to provide your contact
information, the business details, a description of the issue, and your desired resolution. Take your
time to write clearly and accurately. Attach your supporting documents in the permitted file formats.
Be  thorough  but  concise.  Avoid  making  accusations  or  using  inflammatory  language,  as  this  can
hinder the mediation process.

Step 5: Review and Submit
Before  submitting,  review  every  field  for  accuracy.  Double-check  that  the  business  name  and
address are correct and that your description is complete. Once you submit, you will receive a
confirmation email with a complaint ID number. Keep this for your records, as you will use it to track
progress.

Step 6: Wait and Monitor
After submission, the BBB will review your complaint to ensure it falls within their guidelines. They
typically forward it to the business within a few business days. The business then has a set period to
respond, often 14 to 30 days. You can log into your BBB account to monitor the status at any time.
The BBB will notify you via email when the business responds or if additional information is needed.

WHAT HAPPENS AFTER YOU FILE THE COMPLAINT?

Understanding the timeline and possible outcomes helps manage expectations once your complaint
is in the system. The BBB process is not instantaneous, but it is generally efficient.

Business Responds
In  many  cases,  the  business  will  respond to  the  complaint.  They  may accept  your  proposed
resolution,  offer  an  alternative,  or  provide  a  justification  for  their  actions.  The  BBB  relays  this
response to you. At this point, you can either accept the offer or continue negotiating through the
BBB platform. If both parties reach an agreement, the complaint is marked as resolved.

Business Does Not Respond
If the business does not respond within the given timeframe, the BBB will note this on the business's
profile. The complaint remains on record as unanswered, which can negatively impact the business's
rating. While this does not guarantee a resolution for you, it serves as a public black mark that may
influence future customers and the business's reputation.

Complaint is Rejected by BBB
Sometimes the BBB may determine that a complaint does not meet their criteria. This can happen if
the issue is already in litigation, involves a matter of personal taste, or falls outside the BBB's scope.
If your complaint is rejected, the BBB will explain why and may suggest alternative avenues, such as
contacting a government consumer protection agency.
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Escalation and Mediation
For more complex disputes, the BBB may offer formal mediation or arbitration services. These are
voluntary processes where a neutral third party helps both sides reach a binding or non-binding
agreement. This step is less common but can be valuable for high-stakes disputes without resorting
to court.

COMMON MISTAKES TO AVOID WHEN REPORTING A BUSINESS TO THE BETTER
BUSINESS BUREAU

Even well-intentioned complaints can fail to produce results if common pitfalls are not avoided.
Being aware of these mistakes can save you time and frustration.

Incomplete or vague descriptions: A complaint that lacks specific dates, amounts, or
details may be dismissed or not taken seriously by the business. Be as precise as possible.
Emotional or confrontational language: While it is natural to feel upset, using aggressive
language can make the business defensive and less willing to cooperate. Stick to factual
statements.
Unreasonable resolution requests: Asking for something far beyond what is fair can
undermine your credibility. For example, requesting a full refund for a product you have used
for months without issue may not be realistic.
Failing to contact the business first: Many businesses prefer the opportunity to resolve
issues directly. The BBB often expects that you have attempted to resolve the matter before
filing a complaint. Document your prior attempts.
Not including supporting evidence: A complaint without receipts, emails, or photographs
is essentially your word against the business's. Documentation significantly strengthens your
case.

WHAT THE BBB CANNOT DO

To avoid disappointment, it is equally important to understand the limitations of the Better Business
Bureau. The BBB is not a law enforcement agency and does not have the power to force a business
to  comply.  It  cannot  issue  fines,  file  criminal  charges,  or  compel  a  refund.  Its  primary  tool  is

persuasion through reputation management.  Additionally,  the BBB does not  handle complaints
about  government  agencies,  schools,  or  religious  organizations.  For  legal  action  or  regulatory
enforcement, you would need to contact agencies like the Federal Trade Commission, your state
attorney general, or local consumer protection offices.

ALTERNATIVES TO REPORTING A BUSINESS TO THE BETTER BUSINESS BUREAU

While the BBB is a well-known resource, it is not the only option for consumers seeking resolution.
Depending on the nature of your complaint, you might also consider the following:

Online review platforms: Websites like Google Reviews, Yelp, and Trustpilot allow you to1.
share your experience publicly. Businesses often monitor these platforms and may reach out
to resolve issues to protect their online reputation.
Social media: Posting a polite but firm comment on a business's social media page can2.
sometimes get a quick response, as companies want to maintain a positive public image.
Government consumer protection agencies: The Federal Trade Commission (FTC)3.
handles complaints about deceptive or unfair business practices. Your state attorney general's
office also has a consumer protection division.
Small claims court: For disputes involving a specific monetary amount, small claims court is4.
a relatively low-cost option. You can represent yourself without a lawyer in most cases.
Better Business Bureau: Despite its limitations, the BBB remains a valuable first stop for5.
many consumers due to its structured process and public accountability function.

TIPS FOR A SUCCESSFUL OUTCOME

Maximizing your chances of a satisfactory resolution requires a strategic approach. Here are some
proven tips from consumer advocates and BBB staff.
Be professional and polite throughout. A courteous tone goes a long way in mediation. Even if
you feel wronged, maintaining professionalism encourages the business to engage constructively.
Focus on the facts. Present a clear timeline of events, reference specific documents, and quantify
your losses where possible. A well-organized complaint is easier for the BBB and the business to
evaluate.
Choose a realistic resolution. Think about what would genuinely make you whole again.


