
BESA HIU TEST REGIME  
Complaints procedure 
 

 
 
 
 
 
 

 

BESA 
 

Acknowledge receipt of complaint 
within 3 days. 

Notify the HIU Steering Group. 
Notify BESA Legal Department. 

If applicable, inform the third party of 
the complaint against them and ask 

for an initial response which may 
resolve the matter. 

BESA 
 

Complaint logged on 
the central BESA 

Complaints register. 

BESA LEGAL 
 

Where complaints 
received are about 

BESA or a member of 
staff, BESA Legal 

reserve the right to 
utilise BESA’s own 

complaints 
procedure.   

HIU STEERING GROUP  
 

Assess nature of the complaint to 
determine the way forward. Assign three 
SG members to an investigation panel.    

HIU TECHNICAL 
COMMITTEE 

 
If applicable, consult 

with the HIU Technical 
Committee for advice 

and guidance. This 
could involve a re-
examination of the 

original test report or a 
request for a retest of 

an HIU.    

BESA LEGAL 
 

Advice and guidance 
to be provided if 

requested.    

HIU INVESTIGATION PANEL 
 

Compile and review evidence.    

HIU INVESTIGATION 
PANEL 

 
Compile and review 

new/existing evidence.     

HIU INVESTIGATION PANEL 
 

Report findings to the HIU Steering 
Group for consideration and final 

decision.     

COMPLAINANT 
 

Request an appeal to 
the collective 

decision/response.  

BESA LEGAL 
 

Should there be a 
breach of any law, 

agreement or 
contract.  

BESA LEGAL 
Conclude complaint.    

BESA LEGAL  

HIU STEERING GROUP  

 

Collective response agreed by BESA and 
the HIU Steering Group to the 

complainant. 

Complaints should be submitted to HIU@thebesa.com 
 
Any formal complaint that actions contrary to the BESA HIU Test Regime shall be fully and fairly investigated 
provided that the complaint be delivered to the HIU Steering Group in writing stating:  
 

• The identity of the complainant  
• The identity of the individual or company whose action is subject to the complaint and 
• The action complained of 

https://www.thebesa.com/
mailto:HIU@thebesa.com

