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Seem readily available, easy to understand and accessible 

 

The framework and guidelines are comprehensive in nature but overall written in easy to 

understand language.   Currently, however, the link to the complaints section from the BBC 

homepage is not easy to locate, and requires the consumer to scroll down to the very end of the 

page before it appears.  We would like to see this placed more obviously on the homepage to aid 

and encourage further engagement with the process, and to assist the elderly and others who might 

need more help in finding the necessary information.   

 

Make clear and give sufficient information to those who complain what they can expect from the 

BBC and how to appeal, including whether they are clear on timeframes 

 

The draft framework sets out in detail each stage of the complaints process according to the 

different complaint categories.   We feel that the communication of the stages within the process 

would benefit from improved design and layout of the information, for example, by highlighting, or 

presenting the information in tables.  Providing an example of each category of complaint may also 

support clearer understanding of the role and responsibilities of the BBC and Ofcom. 

We note the time allowance for complainants to make complaints at the various stages of the 

process, and that consideration given to responses made after that time is at the discretion of the 

BBC.  While the BBC has set out the number of days it hopes to respond at each stage e.g. within 10 

days at Stage 1a of an editorial complaint, this is often couched as an aim, with seemingly no penalty 

for missing its deadlines.  Mediawatch-UK is concerned that therein lies an imbalance between the 

way the complainant is expected to act (with consequences applied for not so doing), and how the 

BBC will act, that is unfair. 

We feel the framework and guidelines would benefit from specifying the mode of communication 

that complainants can expect to receive replies to their complaints, ideally reflecting the method 

chosen by the complainant when making their complaint.     

 



Make clear the roles and responsibilities of the BBC and Ofcom, and the circumstances under 

which complaints can be referred to Ofcom (or to other relevant bodies) by complainants 

Mediawatch-UK is satisfied that overall the draft framework makes clear the differing roles and 

responsibilities according to the type of complaint.  As mentioned above, brief case study examples 

may help to illustrate this further.    Mediawatch-UK would encourage the BBC to modify the tone of 

the document and adopt a more customer-facing approach.   

 

Seem fair to those who might wish to make a complaint 

Whilst recognising that the process offers the opportunity for complainants to escalate their 

complaint if they remain dissatisfied, Mediawatch-UK is concerned that the potentially extended 

nature of the process places the obligation largely on the complainant to persist and persevere with 

each stage. This, alongside the prescriptive aspects of how a complaint should be made (e.g. time-

frame, word length etc.), would seem not entirely fair to the complainant, especially given that the 

majority contribute as TV licence fee-payers.  Although Mediawatch-UK does not have specialist 

knowledge of working with older people or those with learning difficulties, our assumption is that 

this burden would be more greatly felt by this section of society.  We are concerned that putting the 

onus unfavourably on the complainant could make the process prohibitive, and that in itself would 

render it unfair, diminishing the voice of the audience, and, in turn, jeopardise the credibility of the 

entire complaints’ process.  We would ask the BBC to consider working with representatives of 

consumer groups and organisations with specialist knowledge of particular audience types, in order 

to ensure the audience voice is given the best possible hearing.   We would also suggest that the 

framework and guidelines are reviewed periodically.    

 

Seem proportionate, balancing the cost to the licence fee payers of handling complaints, with the 

need to give people a proper hearing 

Mediawatch-UK feels that the draft framework is currently weighted in favour of balancing the cost 

to the licence fee payer for reasons set out above, and would encourage the BBC to address this 

imbalance.    

 

 

 

Helen Lewington 
Director 
 

 


