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BBC Complaints Framework and Procedures Consultation. 
NMA response 
 
The NMA represents national, regional and local news media companies in the United Kingdom. 
 
The industry considers that the efficient establishment and operation of a ‘transparent, accessible, 
effective, timely and proportionate’ complaints framework by the BBC, backed by Ofcom oversight  
is very important. NMA is particularly interested in the General Complaints Procedure and the 
Regulatory Complaints Procedure. 
 
Complainants should not have to employ professional advisors to frame complaints to avoid delay or 
rejection by the BBC. They will also require assurance that their complaints will be addressed and 
resolved promptly, with swift recourse to Ofcom in the event of delay or if they are not satisfied by 
the BBC’s reply, resolution or remedy proposed. 
 
Will the BBC ensure that no delay is caused or rejection ensue if a complainant has submitted a 
matter under one complaint category that the BBC might consider should or could have been 
submitted under another complaint category?  
 
For example, the BBC should not be able to reject complaints on process grounds, just because it 
considered that a complaint could have been made as Regulatory Complaint, instead of a General 
Complaint, or because the complaint thereby became time barred or otherwise barred from re- 
submission to the ‘correct’ category. As an example: the first listed example of a General Complaint 
is ‘a breach of a general duty on the BBC as set out in articles 8 to 19 of the Charter’. That would 
therefore include a complaint of a breach of the Market Impact obligation. However, in doing so, the 
complainant might also raise competition matters which  could also fall under the Regulatory 
Complaint category and its quite different  procedures and BBC departments, (requiring direct 
complaint to the Executive Complaints Unit and the far more detailed information specified under 
that category’s procedures). It is important that the BBC cannot reject the complaint on process 
grounds. 
 
It would be helpful if references to the BBC Charter, Framework Agreement, Operating Licence, BBC 
policies could include links to them or an explanation of where to find them on the BBC website and 
otherwise. This is especially important when citing specific provisions in explaining the remit of any 
particular Complaint Category. General contact details for Ofcom should also be listed. 
 
What oversight will there be of the BBC rejection of complaints on ‘process’ grounds?  
The BBC governance framework is complex and complainants will not necessarily be able to employ 
expert help. Therefore the BBC should not reject complaints too readily, nor be perceived to do so, 
by conveniently claiming that complainants have included insufficient information, failed to provide 
enough detail, or incorrectly identified the obligation or breach claimed. 
 
 Under General Complaints, the requirement for a complaint to be made within 30 working days of 
the date on which the matter complained about arose may be inappropriate. A complaint about the 
BBC’s overall obligations, such as the examples listed, might not arise from any single identifiable 
‘incident’. The BBC should not be able to reject a complaint about an issue by reference to this 
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timeframe where this is inappropriate or inapplicable. Nor should the BBC be able to reject a 
complaint, where the complaint arises from a combination of matters that includes some reference 
to an example or incident more than 30 working days prior to the complaint. 
 
Under General Complaints, if the BBC is unable to reply within 10 working days of receipt due to the 
need for longer investigation, it should reply and give an indication of how long its investigation 
might take and when it aims to respond. A specified target of working days for longer investigation 
might be helpful. 
 
In respect of Regulatory Complaints, complainants will not necessarily all employ professional 
advisors to research and produce the succinct details of the complaint and grounds apparently 
required to avoid immediate rejection by the BBC on process grounds. This pertains particularly to 
complaints about a competition requirement. What safeguards will be put into place to prevent the 
BBC from too easily and conveniently rejecting complaints on process grounds or otherwise? 
 
It might be helpful to indicate whether and what confidentiality conditions might apply to any part 
of a complaint. 
 
In respect of BBC response, we note the target deadlines and required provision of an updated 
deadline if more time is needed to investigate. We also note that the complainant may be able to 
refer a complaint to Ofcom where it has failed to resolve a compliant within the time period set out. 
Is there any target working period for the ‘further investigation’ deadline? Or would the BBC be held 
to the updated deadline? It is necessary to avoid the unsatisfactory prospect of the complainant 
being served with successive notifications of further delays, without satisfactory explanation or 
recourse to Ofcom, before receipt of the BBC’s response. 
 
 We hope that these comments are helpful. 
 
Santha Rasaiah 
Legal, Policy, and Regulatory Affairs Director 
News Media Association 
14 August 2017 
 
 
 
 
 
 


