
 
 

Compliance with Complaints and Comments Procedure 

Summary 

This procedure has been developed to meet the requirements of the Welsh Language 

Standards, as imposed on the BBC on 30th March 2017, under Section 44 of the Welsh 

Language Measure (Wales) 2011. 

The BBC is committed to providing Welsh language services of the highest quality and is 

also committed to dealing effectively with any concerns, comments, or complaints by 

members of the public about our compliance with the standards.  

We will attempt to rectify our mistakes and if we have failed to provide a service an individual 

should have received, will we provide it, if that is still possible. If we get something wrong, we 

will apologise. Our aim is to learn from our mistakes and use the feedback we receive to 

improve our services. 

Scope 

The procedure explains how the BBC will deal with complaints and comments relating to 

how we comply with the Service Delivery, Policy Making and Operational standards, of 

which we have a duty to comply. 

In accordance with the Compliance Notice, and the implications of Section 67 of the Welsh 

Language Measure (Wales) 2011, ‘Broadcasting Exemption’, the Service Delivery standards 

are applicable to: 

 Audience Services 

 Corporate Services 

 Tendering 

 

Complaints or comments involving any broadcast services, television or radio 
channels, online broadcasting service including iPlayer or the TV Licensing service, 
will not be applicable to this procedure.  Members of the public should follow the 
general complaints procedure in such cases - bbc.co.uk/complaints 

 

1          PROCEDURE 

1.1       Register a complaint by: 

 Letter    
Welsh Language Complaints, 
BBC Centre, 
Bryn Meirion, 
Bangor, 
LL57 2BY. 

 E-mail  
cymraeg@bbc.co.uk     

mailto:cymraeg@bbc.co.uk


1.2  We will deal with all complaints in an open way, and the Head of Strategy and 
Education at BBC Wales will be responsible for acknowledging a complaint within 10 
working days and notifying the complainant how we intend to address the issue. 

1.3      If there is a simple answer to the complaint, we may ask the complainant whether 
they would be happy to accept that in order to resolve the matter swiftly. 

1.4      If a more formal investigation is needed, the Head of Strategy and Education will be 
responsible, and will initially, establish the facts; if we have failed to provide the 
complainant with a service they should have received, we will provide it if possible, 
and if we fell short, we will try to rectify this. 

1.5      We will aim to resolve concerns and complaints as soon as possible, and aim to deal 
with most them within 10 working days of receipt, our aim will be to provide a written 
response to each complaint. In more complex cases, where current processes need 
to be reviewed, we will notify the complainant within this time frame if it is likely that 
the investigation will take longer than 10 days, advising on new timescales and 
updating on progress as appropriate. 

1.6      In certain exceptional circumstances, we will be able to receive complaints over the 

phone. In such circumstances, arrangements will be made to provide a response to 

the complaint verbally. 

2        RECTIFYING ISSUES 

2.1     If we discover that an error was made or shortcomings exist in our systems or policies, 
we will explain the situation regarding the complaint and explain which steps we plan 
to take to avoid similar situations in the future. This could include additional staff 
training or reviewing policies and procedures. 

2.2 We will apologise if we have done something wrong. 

3        KEEPING RECORDS AND REPORTING 

3.1     We will keep a record of the number and type of complaints each financial year. 

3.2 We will keep copies of all written complaints we receive which are related to how we 
comply with the language standards, of which we have a duty to comply. We will also 
keep a copy of any written complaint we receive relating more widely to the Welsh 
language (whether the complaint relates to the standards or not). 

3.3     All the complaints we receive and any steps taken to rectify the situation, will be 
reported to the Management Board. 

3.4 We will provide an Annual Report to the Welsh Language Commissioner that will 
include the number of complaints received during the year relating to how we 
complied with the standards of which we have a duty to comply. 

4     TRAINING 

4.1  We will ensure that all staff members are aware of this policy either through briefing 
sessions or through induction sessions for new staff. 

4.2  Where applicable, key staff will receive intensive briefing sessions in relation to this 
policy and in dealing with complaints about the Welsh language. 

5     REVIEWING 

5.1  This policy will be reviewed every three years or in response to changes to the Welsh 
Language Standards. 

 
 



  


