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RNIB response to the Consultation on BBC 
Complaints Framework and Procedures 
 

1. About us 
 
As the largest organisation of blind and partially sighted people in the UK, 
RNIB is pleased to have the opportunity to respond to this consultation.  
We are a membership organisation with over 10,000 members who are 
blind, partially sighted or the friends and family of people with sight loss. 
80 per cent of our Trustees and Assembly Members are blind or partially 
sighted. We encourage members to be involved in our work and regularly 
consult with them on government policy and their ideas for change. 
As a campaigning organisation of blind and partially sighted people, we 
fight for the rights of people with sight loss in each of the UK’s countries. 
Our priorities are to: 

 

 Stop people losing their sight unnecessarily 

 Support independent living for blind and partially sighted people 

 Create a society that is inclusive of blind and partially sighted people's 
interests and needs. 

 
We also provide expert knowledge to business and the public sector 
through consultancy on improving the accessibility of the built 
environment, technology, products and services. 
 

2. Importance of video content services to blind and 
partially sighted users  
 
In this digital age, being able to watch TV remains important to blind and 
partially sighted people. In 2006 Research by the University of 
Birmingham1 found that around 87 per cent of blind and partially sighted 
people regularly watch TV and videos or DVDs. The media plays an 
important role in the lives of blind and partially sighted people by 
providing access to news, information and entertainment. 

                                      
1
 Douglas, G., Corcoran, C., Pavey, S. (August 2006) Network 1000: Opinions and circumstances of 

visually impaired people in Britain: report based on over 1000 interviews.  
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Research conducted by Access Economics in 2009 found that one in five 
people aged 75 or over were living with sight loss and this rose to one in 
two people aged 90 or over2. The research also suggested that by 2050 
the number of people with sight loss in the UK would double to nearly 
four million. 
 

3. Consultation Response 
 
RNIB welcomes the BBC’s commitment to receiving and acting on viewer 
feedback. A robust and easy to use complaints procedure is an important 
step to ensuring that the needs of viewers can be met. 
 
When dealing with faults in access services RNIB regularly tells blind and 
partially sighted people that in order for broadcasters to diagnose such 
faults they need as much information as possible. We recommend that 
complaints include information such as the program name, channel, time, 
date, platform used (Freeview, Freesat, Sky or Virgin), rough location (in 
order to pinpoint the local transmitter) and the nature of the fault. By 
offering its own guidance or a template the BBC could ensure that they 
get all the information needed to diagnose and track faults and access 
service users will know that their complaint will help the BBC to avoid 
faults in future. 
 
Email is the preferred method of communication for some blind and 
partially sighted people. Providing an email address for TV licensing 
enquiries as well as the communication methods outlined in the 
framework would help blind and partially sighted people get their views 
across. 

 

                                      
2
Access Economics, July 2009, Future Sight loss UK (1): The economic impact of partial sight and 

blindness in the UK adult population  


