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Last year more than 5.6 million people asked the BBB

about the reputation of companies in Northern Illinois

or asked us to assist them with a complaint.
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Free BBB Services Free services
are available 24 hours a day, seven
days a week. Find businesses you
can trust and obtain FREE informa-
tion about a company or charity;
get free Business Reliability Reports
to check out business before you
buy; and file a complaint at
www.bbb.org/chicago.
BBB Online 102,000 Reliability
Reports are available on northern
Illinois businesses for FREE at
www.bbb.org/chicago. Over four
million reports are available nation-
ally for FREE at www.bbb.org.
Social Networking Find us on
Facebook and Twitter by going to
www.chicago.bbb.org/community.
Bienvenidos a el BBB en español
312.832.9803, 8AM-5PM Lunes a
Viernes, Información importante
para el consumidor en español.
Proporcionando por el Better Busi-
ness Bureau, sirviendo a el area de
Chicago y el Norte de Illinois.

BBB Email For business inquiries
and complaints email
info@chicago.bbb.org.
BBB AUTOLINE 800.955.5100 This
service only deals with complaints
related to problems with vehicles
manufactured by certain companies.
Telephone Service 312.832.0500
Consumer consultants are available
from 8AM to 5PM Monday through
Friday to file a complaint or obtain
a reliability report over the phone.
Ratings Update To update your
company’s important information go
to www.chicago.bbb.org/
updatecompany.
U.S. Mail/Fax Write or fax the BBB
office nearest you:
Chicago – 330 N. Wabash Avenue,
Suite 2006, Chicago, IL 60611;
F: 312.832.9985
Rockford – 810 E. State Street,
3rd Floor, Rockford, IL 61104;
F: 815.963.0329; P: 815-963-5100
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This BBB Consumer Resource Guide is included in the Chicago Tribune on Tuesday, May 26, 2009.
This Guide provides highlights on how to use the Better Business Bureau to protect yourself and your
money. We have provided the statistics on a national basis from the Better Business Bureaus, as well
as those from northern Illinois which is in our area of service, to assist the reader in better understand-
ing the programs of the BBB. We are readily accessible through our Web site www.bbb.org/chicago
where an average of over 15,300 people reach us each day, most of them checking on the reputation
of a company prior to doing business with it. Our database includes information on our accredited
businesses; however, it also includes Reliability Reports on 102,000 other companies in Northern Illi-
nois. Find businesses you can trust by checking them out with the Better Business Bureau. Accredited
Businesses listed in this Guide are as of April 21, 2009.

Our mission is to make available information to help protect your money from questionable busi-
nesses as well as empower you to find businesses you can trust. When you contact one of our accred-
ited businesses make sure you inform them that you saw their ad or their name in the BBB Consumer
Resource Guide. This is an additional assurance of satisfaction as each BBB Accredited Business must
meet and maintain ethical standards of business practice in order to remain accredited.

Sincerely,

Charles A. Gavzer Steve J. Bernas
Chair President & CEO

WHAT THIS CONSUMER RESOURCE GUIDE WILL DO FOR YOU
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Board of Directors 2009-2010 The Better Business Bureau® of Chicago and Northern Illinois, Inc.

how to reach your BBB
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When paying bills, make a “payment” to yourself 
and deposit this money into a savings account

Eliminate two trips to your favorite coffee shop 
each week

Review your phone and cable plans, looking 
for ways to get less expensive packages

Call your credit card companies and inquire 
about a lower interest rate 

ways to save 
more money
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For more tips visit YourMoneyCounts.com
Your online guide to financial and credit education
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Check your insurance policies for ways to lower
premiums by raising deductibles

Switch to generic brands when possible

Reduce your dining out habits

Join retailers’ free rewards or loyalty programs

Replace one monthly movie date with one 
“at home” video evening

Redirect a portion of any pay increase to a 
savings account

HSBC supports the Better Business Bureau 
and its 97 years of protecting customers.

© HSBC Finance Corporation 2009. All rights reserved.



The Better Business Bureau
(BBB), one of the first organ-
izations to rate businesses on
their honesty and fairness to
customers, is improving its
rating system. The new busi-
ness ratings are now based
on letter grades A+ through
F. These provide more specif-
ic information making it easi-
er for consumers to find
trustworthy businesses and
providing businesses a better
guide to improving their

operations. The new letter
grades replace the previous
“satisfactory” or “unsatisfac-
tory” ratings.

Beginning operations for
the Chicago and Northern
Illinois area in 1926, the BBB
provides reports on more
than four million businesses,
across the United States and

Canada. The new let-
ter grades are dis-

played on indi-
vidual compa-

ny profiles
called “BBB Relia-

bility Reports.” All
are accessible online

and free of charge at
www.bbb.org.

“More than 102,000 busi-
nesses from the Chicago
area are in the BBB database
with Reliability Reports,”

explained Steve J. Bernas,
president and CEO of the
Better Business Bureau of
Chicago and Northern Illinois.
“Of those, more than 7,000
are Accredited Businesses
belonging to and supporting
the BBB.

“These new ratings provide
tremendous value-added
benefits to consumers and
businesses alike,” he said. “In
today’s tight economic times,
customers want to make sure
they are dealing with a busi-
ness that is trustworthy and
honest. From the business
perspective, these ratings not
only spotlight the honest and
ethical companies customers
look for, but the ratings
components also help com-
panies see where their opera-
tions may be improved.”

The proprietary BBB rat-
ings formula takes into
account 17 weighted factors,
using objective information
and actual incidences of a
business’ behavior that are
verified and evaluated by
BBB professionals. Specific
issues affecting a business’s
rating are described in detail
in BBB Reliability Reports.
Ratings factors include:

• The business’s overall com-
plaint history with BBB,
including the number and
severity of complaints to
BBB from customers.

• Whether complaints have
been resolved in a timely
manner or the business has
demonstrated a good faith
effort to resolve them.

• How long the business has
been operating and

whether it meets appropri-
ate competency licensing.

• Government actions against
the business related to
marketplace activities

• Advertising issues evaluated
by BBB.

• Whether the business is a
BBB Accredited Business
and has committed to BBB
standards.

Rating factors also take
into account the opinion of
the BBB as to whether busi-
ness models and industries
operate in violation of the
law, misrepresent products
and services, and are likely to
generate trade practice con-
cerns and/or have high levels
of customer dissatisfaction.

The new letter-grade con-
cept was tested for more
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Ratings System Changed To Help Consumers
New BBB Letter-Grade A+ Through F Ratings System
Helps Consumers, Businesses Evaluate Companies

A+
�

What is the ratings sys-
tem?

The new BBB rating system
relies on an A+ through F let-
ter-grade scale. The grades
represent BBB’s degree of
confidence that the business
is operating in a trustworthy
manner and will make a good
faith effort to resolve any cus-
tomer concerns.

Why did BBB change its
ratings system?

BBB updated its BBB Relia-
bility Reports to help con-
sumers more easily and
quickly identify and compare
the reliability of businesses
based on BBB’s unbiased
evaluation. Previously, BBB
awarded businesses either a
“satisfactory” or “unsatisfac-
tory” grade—which did not
provide as much insight as a
letter grade.

What goes into a busi-
ness’ letter-grade rating?

The ratings system relies on
a proprietary formula that
takes into account 17 factors
based on objective informa-
tion and actual incidences of
a business’s behavior that
have been verified and evalu-
ated by BBB professionals.

What are the factors that
go into a business’ rating?
Specific factors include:

• The type of business and its
business model

• How long the business has
been operating

• Whether the business has
appropriate competency
licensing

• Total volume of complaints
filed against the business

• The number of unanswered
complaints

FAQs Help
Understanding Of New Ratings System

continued on page 7



than two years at selected
BBBs. With modifications,
based on testing, the new rat-
ings system was adopted by
the parent organization Coun-
cil of Better Business Bureaus
as the standard for all BBBs to
follow and introduce in 2009.

As part of its strategy to
build trust in the marketplace,
the BBB also recently
changed the way businesses
affiliated with the organiza-
tion were designated, from
“BBB Member” to “BBB
Accredited Business.” The
“Accredited” designation
highlights the fact that busi-
nesses have been evaluated
by BBB and have contractual-
ly agreed to meet and uphold
BBB’s high standards for
integrity and reliability when
dealing with consumers.

Both BBB Accredited Busi-
nesses and non-accredited
businesses in BBB’s database
will receive a letter grade as
part of their report.

For more information on
BBB ratings and to find out
ratings of local businesses,
go to www.bbb.org. �
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Welcome to the 
neighborhood-wide 
web.

The most complete local info is online 
at dexknows.com.® Create an itinerary, 
map your way around town, and even 
personalize your searches. Get to know your 
neighborhood with dexknows.com.

© 2009 Dex.
AT&T and the AT&T signature are registered trademarks of  AT&T Knowledge Ventures, L.P.  
used under license By Dex.

 

The highest individual
award that the BBB of
Chicago and Northern Illi-
nois presents is the Torch-
bearer of the Year. This
year BBB Chair Chuck
Gavzer (left) recognized
A.F. (Duffy) Gaynor for
his years of dedicated
and unwavering support
for the organization and
its mission. BBB President
& CEO Steve J. Bernas is
shown on the right.

Chuck Gavzer, BBB chair
(left), presented the Dio-
genes Award for Excellence
in Media to news reporter
Darlene Hill, Fox News
Chicago. They are joined
by Steve J. Bernas, BBB
president & CEO.

Selected as BBB Calibraro
Arbitrator of the Year was
Jeff Whitehead (center) for
his ongoing efforts on
behalf of the Alternative
Dispute Resolution pro-
gram. The trophy was pre-
sented by BBB Chair Chuck
Gavzer (left) and BBB
President & CEO Steve J.
Bernas.

BBB Chair Chuck Gavzer
(left) recognizes Gary Mas-
terton, president of the
American School, for sev-
enty-five years of support
for the BBB. They are
joined by emcee Allison
Rosati, NBC 5, and Steve J.
Bernas, BBB president &
CEO.

BBB Recognizes Individuals for Their Support
At 82nd Annual Dinner Meeting on March 12 at the Hilton Chicago Hotel


