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BBC Complaints Framework Consultation 
Wireless Group response – August 2017 

Background to this submission 

1. This response is submitted in the context of the BBC’s dominant position in speech radio.  
With an estimated 80%+ share of sectoral funding, and 85% of overall listening according 
to RAJAR, the BBC’s speech radio services enjoy advantages which are not available to 
equivalent independent providers.  This structural dominance for the BBC – unmatched in 
other sectors such as music radio and free to air television – gives rise to heightened risks 
of negative effects.  In turn this gives rise to an increased possibility of affected parties 
seeking protection via the BBC complaints framework. 

2. Examples of actions and behaviour on the part of the BBC’s speech radio services that 
could bring a risk of such complaints include the following: 

 Changes to output or services that result in increased duplication with independent 
operators 

 Inappropriate procurement practices in relation to scarce production inputs (such as 
excessive bids for sports rights) 

 Cross-promotional activity which leverages the BBC’s advantageous multi-platform 
scale and fails to reflect accurately the availability of similar independent content 

 Broadcast and online platform investments and developments which exclude 
independent providers and which may affect consumption habits in relation to 
speech radio content 

 An absence of appropriate regard for the commercial viability challenges faced by 
nascent speech radio channels, such as Wireless Group’s talkRADIO and talkSPORT 
2, during their early years of operation 

Comments on the proposed Complaints Framework 

3. In summary, we suggest that the BBC should seek to remove barriers to third party 
engagement with the complaints framework by placing a focus on flexibility, clarity and 
accessibility. 

4. In relation to regulatory complaints or complaints made by independent organisations 
whose activities are affected by those of the BBC, we propose a flexible and responsive 
approach which tailors the process followed by the BBC to the specific circumstances of the 
complaint.  For instance there may be a need for the BBC’s response to such complaints to 
be adaptable to specific circumstances, whether by taking account of sectoral contexts, 
obtaining relevant external information or considering how confidential material should be 
treated. 

5. Whilst we agree with the overriding principle of “BBC First” as laid out in the Charter and 
Framework Agreement, we note that in some cases, complainants may have legitimate 
confidentiality concerns in submitting complaints to the BBC.  In addition, in certain cases 
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there may be competition barriers to a third party organisation exchanging dialogue with 
the BBC about a specific subject. 

6. In such cases, it would be welcome to have scope for dialogue with the BBC and Ofcom 
about the best way in which to tackle a specific concern, with an informal point of contact 
available to discuss these issues in advance of submitting a formal complaint.  In addition, 
where there is the possibility a complaint being referred to Ofcom following its review by 
the BBC, it would be helpful for a mechanism to exist so that Ofcom is informed at an early 
stage and has the means to follow up swiftly and productively. 

7. Other ways in which the BBC can ensure that the draft framework is made more accessible 
whilst also being proportionate and fair are as follows: 

a. Enabling complainants’ relevant disclosure requests to be accommodated as part of 
the complaints process.  Such disclosures by the BBC as part of the complaints 
process may be important in enabling third parties to formulate their complaints 
and receive an appropriate response. 

b. Providing leeway on the 1000 word count limit in the case of more complex 
complaints, such as where it is appropriate to include more detailed or specific 
information. 

c. Developing appropriate procedures around the publication of complaint findings in 
order to protect third parties’ legitimate commercial interests, such as the 
opportunity for third parties to comment on scope, factual accuracy and 
confidentiality issues associated with such publication. 

8. Aside from these suggestions, we do not have other substantive comments to make as to 
the content of the draft framework. 

9. In terms of its public accessibility and availability, we note that the BBC’s complaints 
arrangements, particularly for regulatory complaints, are currently relatively difficult for 
third parties to locate and decipher.  This is in part due to the complexity of the 
arrangements, but also reflects the continued availability of historic webpages, 
consultation documents and BBC Trust protocols which the new framework is ultimately 
intended to replace.   

10. Once the new framework is finalised we suggest that the BBC publishes it at a single, easily 
discoverable and user-friendly location on the BBC website with clear accompanying 
communications.  We also suggest undertaking checks to ensure that historic links and 
search engine results are redirected and updated as appropriate.  In addition we suggest 
that the BBC works with Ofcom to provide clear information as to each organisation’s 
specific role and responsibility, alongside appropriate web-links and signposting. 


